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AT&T Communications of the Mountain States, Inc. and AT&T Local Services on behalf

of TCG Phoenix, (collectively, "AT8cT") hereby submit their Comments on Qwest's Brief

Regarding Change Management ("Qwest Brief').

I. BACKGROUND

On October 29, 2001, AT8<:T filed Comments on Qwest's Status Report Regarding the

Change Management Process Redesign ("October Comments"). AT&T's October Comments

describe the background for the Qwest Change Management Process ("CMP") Redesign and the

tiling of Qwest's status reports. In addition, AT&T pointed out that the majority of the "CM"

issues identified by Qwest in its status report were unresolved.
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On December 7, 2001, AT&T filed its Comments on Qwest's Brief and Status Report

Regarding Change Management ("December Comments"). AT&T's December Comments

describe the status of CMP Redesign and identify several issues of concern to AT&T.

11. STATUTORY FRAMEWORK

The Federal Communications Commission ("FCC"), in recent orders evaluating a Bell

operating company's ("BOCa") compliance with section 271 of the Telecommunications Act of

1996,has attached an appendix describing the statutory requirements that must be met for

approval of a section 271 application. For example, in its recent order approving SBC

Communications, Inc.'s section 271 application for Arkansas and Missouri, this analysis is

contained in Appendix D.1

A BOC must provide nondiscriminatory access to its operations support systems ("OSS")

as part of its demonstration of compliance with checklist item 2.

By showing that it adequately assists competing carriers to use available OSS functions, a
BOC provides evidence that it offers an efficient competitor a meaningful opportunity to
compete. As part of this demonstration, the Commission will give substantial
consideration to the existence of an adequate change management process and evidence
that the BOC adhered to this process over time.

In evaluating whether a BOC's change management plan affords an efficient competitor a
meaningful opportunity to compete, the Commission first assesses whether the plan is
adequate. In malting this determination, it assesses whether the evidence demonstrates:
(1) that information relating to the change management process is clearly organized and
readilyaccessible to competing carriers, (2) that competingcarriers had substantial input
in the design and continued operation of the change management process, (3) that the
change management plan defines a procedure for the timely resolution of change
management disputes, (4) the availability of a stable testing environment that mirrors
production, and (5) the efficacy of the applications to determine whether competitive

1 Joint Application by SBC Communications Inc., Southwestern Bell Telephone Company, and Southwestern Bell
Communications Services, Inc. d/b/a Southwestern Bell Long Distance Pursuant to Section 271 of the
Telecommunications Act of 1996 to Provide In-Region, InterLAy TA Services in Arkansas and Missouri,CC Docket
No. 01-194, Memorandum Opinion and Order, FCC 01-338 (rel. Nov, 16, 2001).
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carriers are able to combine network elements as required by the Act and the
Comlnission's regulations.2

When evaluating Qwest's CMP, the Commission should, at a minimum, use the assessment as

described by the FCC.

111. INTRODUCTION

The purpose of Qwest's Brief is to argue to this Commission that Qwest's CMP "clearly

meets the standards set by the FCC for change ma11agement."3 While competitive local

exchange carriers ("CLECs") and Qwest have spent a good deal of time working on the redesign

of Qwest's CMP, AT&T does not agree that Qwest's CMP is compliant with the FCC's

requirements. As described more fully below, much more work must be done to Qwest's CMP

to meet the FCC's requirements. The redesign of CMP was necessitated by the fact that Qwest's

process has been deficient for a long time. The Commission should not sh to the conclusion

that CMP is now compliant when the parties are only pan of the way through the redesign

process. There are too many gaps at this point to accept Qwest's argument drat the process is

compliant.

As an initial matter, Qwest attaches as Exhibit A to the Qwest Brief a clean copy of the

Master Redlined CLEC-Qwest CMP Re-Design Framework Interim Draft (the "Clean Draft

CMP Document") as opposed to the redlined form of that document (the "Redlined Draft CMP

Document). AT&T objects to the use of this form of the document. With this exhibit, Qwest has

taken the Redlined Draft CMP Document, accepted all changes and deleted all comments inside

the document that reflect issues and areas of concern raised by CLECs. The point of maintaining

z Id., Appendix D, at 20-23 (footnotes omitted).
3QwestBrief, at 1. 1
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the Redlined Draft CMP Document in redlined form with comments included i s to make clear

that it is not complete and continues to require work before it can stand alone and be used to

govern the CMP. Attached as Exhibit A to AT&T's Comments is the Redlined Draft CMP

Document in redlined form with comments retained so the Commission has a better idea of the

state of this draft.

I v . CO_MME_NTS

Qwest's assertion that CMP meets the FCC's requirements for section 271 approval is

wrong for several reasons: (a) there are many important open issues in the CMP Redesign that

must be addressed ( s e e CMP Issues Logs and CMP Gap Analysis5), some of which are outlined

below, including Product/Process, (b) there are many open CMP issues raised by third-party

testers that require resolution, (c) impasse issues must be addressed (including those that arise

later in the process), (d) the FCC's requirements for CMP are not yet met, including SATE, and

(e) a complete, fully functioning CMP is necessary to support Qwest's use of its Statement of

Generally Available Terns (SGAT) as pelt of its section 271 application.

A. Many IQ1ndament_al "Systems" Issues Remain Open In g_1vlp Redesign

Qwest argues that CLECs and Qwest have agreed to "virtually all aspects of Qwest's

CMP that applies to Qwest's operations support systems ("OSS" or "systems")."6 While CLECs

have diligently worked with Qwest on the Redesign of CMP, the process is not complete and

4 See Exhibit B, CLEC-Qwest Change Management Re-design Working Sessions Core Team Issues/Action Items
Log (the "CMP Issues Log").
sCLECs and the Facilitator reviewed several documents and identified issues they considered tobe "gaps" between
what needs to be discussed in CMP Redesign and what has been discussedanddocumented in the Redlined Draft
CMP Document (as of the date of the submissions - January ll, 2002). Each CLEC submitted its analysis and
Qwest compiled all of the "gaps" in a single document referred to in these comments as the "CMP Gap Analysis".
Qwest filed a copy of the CMP Gap Analysis on February 13,2002, in a filing entitled "Qwest Corporation's Notice
of Filing of Change Management Redesign Process Document."
5 Qwest Brief, at I.
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"vi1°tL1adly all aspect of Qwest's CMP" that apply to systems have still not been addressed. A

significant number of important issues remain open, as reflected in the CMP Issues Log and

CMP Gap Analysis. These are issues that are fundamental to CMP and must be addressed and

resolved in order to implement a redesigned CMP that deals with the concerns raised by the

CLECs and meets the FCC's mandate. To illustrate the importance of these open issues, AT&T

identities some of them below with explanatory comments:

Review the CR' initiation process to insure that the description of the output of

each step of the process is clearly defined; i.e., LOE (range of hours) and affinity. (CMP

Issues Log #214) If this process is to work, cleat' definition of outputs is needed, and an

evaluation of whether those outputs meet the needs and expectations of the parties is

necessary.

State the criteria for Deny (reasons why) for the CR process. (CMP Issues Log

#118) In the Redlined Draft CMP Document, there is language that currently permits

Qwest to respond to a CLEC CR with a deniaLs According to the CMP Issues Log, this

issues was raised at the October 3, 2001, meeting, but it has still not been discussed. On

the one hand, Qwest may raj act CLEC CRs', however, on the other hand, CLECs are not

able to reject Qwest CRs. This fundamental imbalance continues to concern AT&T and

has the potential to undermine the entire process.

Determine whether a process is necessary to address non-coding changes. (CMP

Issues Log #139) Qwest has indicated that non-coding changes may affect a CLEC's

7 AT&T uses "CR" (for Change Request) throughout this document. A CR is a form that a party seeking change in
Qwest systems, product or process, populates with its request and submits to Qwest for handling in the Qwest
Change Management Process.
s See Redlined DrainCMP Document: (a) CLEC~Qwest Interface Change Request Initiation Process, and (b) CLEC
Product/Process Change Request Initiation Process.

2.
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operations or procedures.9 This issue remains open and must be addressed. The

fundamental question is how will Qwest know that a CLEC's operating procedures are

affected by a non-coding change? Therefore, the need for notice, coordination and

processes to promptly resolve problems that may arise must be addressed.

What are the criteria used to determine 'level of effort' (i.e., S, M, L, XL) for a

release? (CMP Issues Log # 146) CLECs have asked for a clearer way to understand the

amount of work necessary to implement a systems CR. AT&T believes that Qwest will

indicate this level of effort using number of hours necessary to complete each CR,

however, there is no language to capture this in the Redlined Draft CMP Document.

This needs to be discussed and language must be drafted and implemented.

Clarify what notices will be communicated to CLECs via email, mail-outs,

communiques, and posted on the web site. (CMP Issues Log # 156) These are the basics

of notification. CLECs continue to get notification from multiple sources within Qwest,

and what one is supposed to get firm whom at Qwest remains unclear. See Part IV.E.6

below.

6. What is the process to manage changes to performance reporting calculations,

etc.'? How do we handle the overlaps between what is being negotiated at the CMP

Redesign and ChAp-like procedures? (CMP Issues Log # 158) There is such a close

relationship between the CMP and the Performance Indicator Definitions ("PIDs"), and

Qwest chooses to ignore them in CMP, except when it is to Qwest's advantage. For

example, Qwest uses PIDs as a way to reject CLEC €R5.10 There is no way in CMP to

deal with such a rejection, because CMP does not currently dead with PID changes. The

9 See CMP Issues Log, #137, Resolution/Remarks Column.
10 See AT&T's December Comments, Exhibit G.
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parties need a process to address this issue. See Part IV.F below. A related point is

Qwest's desire to have freedom to make any systems changes it wants to, ahead of

CLEC-requested changes, because Qwest is paying money to CLECs or the state under a

PID."

Where will a CR that impacts both an OSS interface and process be addressed at

the Systems or Product/Process CMP Meeting? We will need to develop language to

address this issue. (CMP Issues Log # 163) This issue was raised at the November I,

2001, meeting and has still not been addressed. It is a real problem in CMP because

CLECs often submit CRs as product/process change requests, but the resolution is a

systems change or the product/process CR is closed and a systems CR is opened. For a

CLEC to go two or three months on the product/process side of CMP only to have Qwest

say that the CLEC should then open a systems CR and start the process again is

unacceptable. This must be addressed. Attached, as Exhibit C is an e-mail from AT8cT

to Qwest dated January 23, 2002, setting forth observations from a CMP Product/Process

Meeting held on January 16, 2002, where four issues were resolved as systems issues.

This is a present recurring situation.

s. Qwest proposed to re-visit Regulatory type of changes to address performance

measure obligations. (CMP Issues Log #169) This is the impasse issue Qwest identified

in the Qwest Brief Providing Qwest with this right would undermine the whole CMP .

AT&T's comments on the impasse issue are provided below.

Provide a decision on whether to provide copies of documentation regarding

prioritization and sizing. (CMP Issues Log # 196) In developing the prioritization

11 This is the impasse issue discussed below.

7.

9.
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process (not complete yet) in the CMP Redesign, CLECs sought to better understand the

steps Qwest goes through in developing level of effort, business and systems

requirements and packaging. Qwest has been unwilling to provide such documentation.

This has slowed the process down, because CLECs keep trying to understand what goes

on at Qwest in order to draft the process that will govern CMP. A related issue is # 233

on the CMP Issues Log. This is a particularly interesting issue because of Exception

3111 issued by KPMG: "Qwest Systems Change Management Process (CMP) lacks

guidelines for prioritizing and implementing CLEC-initiated sys'tems Change Requests

(CRs), criteria are not defined for developing the scope of an OSS Interface Release

Package." Is Qwest unwilling to provide its internal documents on this topic because

they do not, in fact, exist?

10. Qwest to outline what the guidelines are for when an issue is appropriate for the

CMP vs. when the Account team should handle it. (CMP Issues Log # 216) This is an

extremely important issue, because going to CMP takes a good deal of time. If an issue

can be resolved by the Qwest account team or service manager, resolution should be

much faster. AT&T's experience is that Qwest's initial reaction is to push issues to

CMP. This is not always the answer and guidelines need to be developed. One of the

issues identified in Exhibit C points out that Qwest SMEs informed AT&T that a process

AT&T sought would be a change to Qwest processes. The Qwest subject matter experts

("SMEs") advised that AT&T submit a CR. The Qwest response to this CR was that the

process AT&T sought was already a Qwest process and no change was needed. Had the

Qwest SMEs AT&T initially spoke with been properly informed of Qwest processes,

AT&T would not have had to waste time going through the CMP to End out what

8
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Qwest's existing process is.

11. What is the status of a change when the escalation or dispute resolution is

invoked? (CMP Issues Log # 226) This is the significant issue. When a CLEC objects to

a Qwest change and disputes it, is the change stayed while the dispute is being resolved

or is Qwest permitted to implement the change over CLEC objections while the dispute is

being resolved? AT&T described this issue in its December Comments, Part IV.D, and

in Exhibit H to those comments.

12. Qwest to propose language on the criteria used to determine method of

implementing regulatory changes. (CMP Issues Log # 243) Apart from the impasse

issue, it appears that Qwest agrees that CLECs and Qwest must agree that a change

request fits in the Regulatory Change category before it will be treated as such. The next

question that must be answered is whether the Regulatory Change must be implemented

as a systems change or if the regulatory mandate may be satisfied with a manual process

change. From the CMP discussions held on February 5 - 7, 2002, it appeared that Qwest

wanted to make the determination in its sole discretion. This is a significant problem for

CLECs because it then appears that every Regulatory CR Qwest puts forward will be

implemented as a systems change. However, with CLEC Regulatory CRS, Qwest wants

the discretion to implement the CLEC-requested change as a manual process change. It

would appear then that CLEC Regulatory systems CRs would not have the same

opportunity for success that Qwest's have. CLECs seek to have Qwest identify (and

document for each Regulatory Change systems CR) the criteria by which it determines

whether a regulatory change should be made as a systems change or a product/process

change. This issue requires a significant amount of work.

9
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In addition to the many open issues in the CMP Issues Log, there are a host of issues

identified in the CMP Gap Analysis that have not been discussed yet. These issues must also be

addressed to complete the redesign of CMP.

B. Product/Process In CMP Is Ii_need_ To Systelns QMP Such That They Cannot
Be Treated Separzgelyfor Purpqqes o§Evaluating CMP

Identified as item A.7 above is the following open issue:

Where will a CR that impacts both an OSS interface and process be addressed - at the
Systems or Product/Process CMP Meeting? We will need to develop language to address
this issue. (CMP Issues Log # 163)

The foregoing issue reflects the common understanding of Qwest and CLECs that there is

a close relationship between systems and product/process in CMP. This relationship needs to be

addressed at the outset so that the correct process is followed to address the issue. If a CR goes

to the wrong process in the first instance, it will cause delay as the CLEC will need to start all

over again in the correct process. Recent examples of this problem are described in Exhibit C to

these comments. Exhibit C points out that at the January 16, 2002, CMP Product/Process

meeting, Qwest's proposed resolutions to two CLEC product/process CRs were systems fixes. It

further points out that AT&T was advised to close one of its product/process CRs and open a

systems CR to address an AT&T issue. This instruction from Qwest came approximately two

and one half months after AT&T submitted its product/process CR.

Because of the inextricable connection between systems and product/process in CMP,

these processes cannot be separated for purposes of evaluating whether Qwest's CMP meets the

FCC's requirements. CLECs and Qwest have done very little on product/process in CMP

Redesign thus far. Product/process CMP Redesign must be completed before CMP can be

properly evaluated.

10



In addition, in Exception 3094 (relating to a Qwest product/process CR) KPMG identifies

problems with Qwest's handling of a product/process issue. In its Second Response dated

February 12, 2002, KPMG states:

Due to differences in scope and history among ILEC change management processes,
KPMG Consulting considers it inappropriate to compare Qwest CMP to that of other
ILE Cs. As part of 271 OSS Testing effort, KPMG Consulting is evaluating Qwest CMP
based on a pre-determined framework of evaluation criteria, Based on Qwest's latest
response and the current state of Product/Process CMP, at least one KPMG Consulting
evaluation criteria for Test 23 would be assessed "Not Satisfied." KPMG Consulting
points to the CLEC request for suspension of the CR as an example of the collaborative
extent of CMP and the ineffectiveness of the process to address disputes such as this .
The Exception is not based on a requirement that an ILEC suspend a proposed change if
the CLEC objects to the change.

KPMG Consulting considers the fact that Qwest implemented CR PCl00101-5 without
taking into consideration CLEC objections, its failure to make available complete
information sufficiently in advance of the scheduled change, as well as the subsequent
impasse12 about the process governing Qwest-initiated changes as indicative of lack of a
defined and documented change management process.

These statements make abundantly clear that Qwest product/process is deficient. So

much so, that at the time of these statements Qwest would fail at least one element of the

Regional Oversight Committee ("ROC") test of CMP. These statements also make clear the

CMP Product/Process tit squarely within the OSS testing being conducted by the ROC.13

c. Third-»Par1y Testers_I-Iave Found Significant Deficiencies In Qwest's CMP

In Arizona, Cap Gemini Telecom Media & Networks U.S., Inc. ('CGE&Y') has been

testing Qwest's systems and processes, including Qwest's CMP. In 2001, CGE&Y established

three Incident Work Orders relating to CMP (IWis 1075, 1076 and 1078).14 On December 10"'

and 12"' of 2001 , CGE&Y recommended closing these IWis, by placing valiance on the

progress of the CMP Redesign process. CLECs in Arizona objected to the closing of these

12 KPMG Consulting observed that Qwest and CLECs were at impasse about Qwest-initiated Product/Process changes from
December 2001 to February 2002.

11



IWis and submitted impasses statements to the Arizona Commission Staff." AT&T continues

to object to the closure of these IWis because the CMP Redesign is not complete and because

the fully redesigned CMP must be evaluated by a third party.

In the ROC process, KPMG Consulting has identified a number of Observations and

Exceptions relating to cmp.16 These point to important deficiencies in the Qwest CMP and must

be considered as further evidence of the noncompliance of Qwest's CMP with the FCC's

requirements. KPMG continues to test (and re-test) CMP. Qwest must either address each of the

concerns raised by KPMG or close them as unresolved.

In addition to each IWO, Observation and Exception that is attached, AT&T has provided

a summary, attached hereto as Exhibit G. This summary groups the IWis, Observations and

Exceptions to identify, at a high level, the issues identified by the testers. These issues include

the following :

The CMP is deficient (generally, these findings pre-date Qwest's re-design

process). Nevertheless, these findings ratify the position of the CLECs that the process

requires significant revamping to afford CLECs access to a fair and viable CMP .

Qwest fails to adhere to the practices and procedures documented in its CMP.

CMP documentation is inadequate to ensure that the CMP will be consistently

and successfully managed.

4. The CMP does not address issues reasonably defined as CMP issues.

13 See ROC Qwest OSS Evaluation Project Master Test Plan, Revised Release version 5.0 (Dec. 28, 2001), 1[23. 1 .
14 Copies of these IWis are provided at Exhibit D.
15 Attached as Exhibit E are copies of the AT&T and WorldCom impasse statements.

2.

3.
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At the ROC TAG meeting held on February 14, 2002, there was a discussion about the

testing of Qwest's CMP. The discussion centered on re-testing the CMP, resolution of the open

Observations and Exceptions and whether these activities could be completed by the currently

scheduled test completion date. There was no clear answer to these questions as of February 14,

2002. However, what was clear is that the Qwest CMP is still undergoing testing, that there

remain many open Observations and Exceptions and that failure to resolve these issues indicates

not only Qwest's failure to meet the test criteria, but also failure to meet the FCC's requirements.

D. Impasse Issues

As the Qwest Brief states, the parties to the CMP Redesign have formally identified one

impasse issue at this point in the process. It is important to note that given the fact that CMP

Redesign is not yet complete, other impasse issues may arise that will require resolution by the

Commission. It must be clear that since there are so many issues that have not even been

discussed, there is no way of knowing today what other impasse issues may arise.

The specific impasse issue identified in the Qwest Brief is stated as follows: "whether

OBF language that treats changes to meet performance measurements as regulatory changes

should be included in the Qwest CMP definition of Regulatory Changes." Before getting into

argument about this issue, AT&T will provide relevant background information the underlies

this issue:

Pursuant to the Clean Draft CMP Document, Regulatory Change is described as

follows: "A Regulatory Change is mandated by regulatory or legal entities, such as the

Federal Communications Commission (FCC), a state commission/authority, or state and

federal courts. Regulatory changes are not voluntary but are requisite to comply with

is Copies of the KPMG Observations and Exceptions on CMP are attached at Exhibit F.

1.
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newly passed legislation, regulatory requirements, or court rulings. Either the CLEC or

Qwest may initiate the change request." (Emphasis added.)

The Qwest resource pool for completing systems changes is limited. This

necessarily means that some systems changes requested in a CR do not get included in

the next OSS release and, in some cases, may never be included in a release due to

limited resources. A Regulatory Change has a preferred status with respect to other CRs

in CMP. Regulatory Change CRs will be done first and other CRs are given secondary

consideration, meaning that they only get done if prioritized high enough by the CMP

body and Qwest has sufficient resources to complete them.

In the regulatory proceedings dealing with the Qwest Performance Assurance

Plan ("QPAP"), Qwest has repeatedly stated that the QPAP is voluntary and that the state

commissions do not have authority to impose the QPAP on Qwest.17

Another way to state the issue is as follows: Whenever Qwest is paying, or

expects to pay, monetary penalties because it fails to meet the requirements of one or

more PIDs under an effective PAP, Qwest wishes to treat all systems changes that would

relieve Qwest of the payment obligation as Regulatory Changes,

First, given the definition of Regulatory Change currently set forth above, fora CR to

qualify as a Regulatory Change, the change must be "mandated" and "not voluntary." Given the

17 See BriefofQwest Corporation in Support omits PerfOrmance Assurance Plan (PAP),Multistate Proceeding
(Public Version), dated September 13, 2002, at 88 ("In short, PAPs are voluntary arrangements, required by neither
section 271 nor section 251, offered by a BOC wishing to enter the interLATA market whereby the BOC agrees, in
exchange for section 271 approval, to bind itself to a PAP"), Qwest Corporation 's Comments on the
Recommendation of the Special Master and Recommended Performance Assurance Plan, CO PUC, Docket No. 011-

04lT, dated July 10, 2001, at 19 ("The CPAP is a voluntary commitment by Qwest to demonstrate that it will
maintain high wholesale performance standards tier long distance entry. The CPAP is not required under any
federal or state law, and the standards adopted in the CPAP often far exceed any obligation that Qwest does bear

4.

3.

2.
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fact that Qwest has advocated in its QPAP proceedings that the QPAP is voluntary and that state

commissions do not have the authority to impose the QPAP on Qwest, it would be "contradictory

and unfair"'8 to now suggest that activities under the QPAP (paying penalties) are mandatory and

not voluntary for purposes of CMP. The fact is, Qwest is agreeing to enter into the QPAP as a

matter of contract. The QPAP will be part of a CLEC's interconnection agreement. By entering

into the QPAP as a matter of contract, Qwest is agreeing to make the payments called for under

the QPAP. For purposes of CMP, changes to help Qwest meet its performance measurements

are not Regulatory Changes.

Second, if the language Qwest desires were added to the definition of Regulatory Change

in the Redlined Draft CMP Document, that language would not change the requirement that a

Regulatory Change must be mandated and not voluntary. The Qwest-desired language uses the

Iword "may," not "must" or "shalL" 9 Thus, even the Qwest-proposed language does not support

Qwest's desire to automatically treat systems changes to meet performance measurements as

Regulatory Changes. By using the word "may," it is optional to treat a change to meet

performance measurements as a Regulatory Change and requires a decision to do. The important

question then is who makes this decision. It is clear that Qwest would like to make this decision

unilaterally. AT&T will not agree to that. This must be a decision for the CMP body to make by

consensus. On the subject of Regulatory Changes generally, the Qwest Brief acknowledges that

"[t]he parties have also agreed that a change will only be treated as a Regulatory Change if the

under federal or state law"), Qwest Corporation's Conditional Submission omits PerfOrmance Assurance Plan and
Reservation ofRighrs, MN PUC, Docket No. P-421/AM-01-1376, dated November 5, 2001.
is To use Qwest's words. Qwest states that "It wouldbe contradictory and unfair to deny Qwest the ability to treat
performance measurement changes as Regulatory Changes on the one hand, yet require Qwest to pay penalties for
failing to meet performance measurements on the other."Qwest Brief, at 13. The foregoing is neither contradictory
nor unfair, because Qwest agrees to make these payments voluntarily.
19 Qwest seeks to add the following language to the definition of Regulatory Change: "These [changes] may include
new functionality, enhancements to existing interface functionality, and/or enhancements required to meet
performance measurements." Qwest Brief; at 13 (emphasis added).

15



parties agree that a change is required to bring Qwest into compliance with a mandate."20 This

same standard should be applied when Qwest seeks to make changes to help Qwest meet

performance measurements. AT&T will not agree that such changes are Regulatory Changes

merely by virtue of being part of a Qwest PAP. There must be an independent mandate by a

court or commission requiring that Qwest make a systems change to meet its performance

measurements, in order for such a change to be treated as a Regulatory Change .

Third, consider the potential impact of giving Qwest its way on this issue. If Qwest's

performance is such that Qwest has to make payments on a number of different PIDs, it is

possible that every OSS release will be occupied with Qwest systems CRs to improve Qwest's

performance under performance measurements, with the sole objective of reducing Qwest's

payment obligations under the QPAPs. This is possible, because Qwest devotes limited IT

resources to each systems release. CLECs do not know how Qwest determines the IT resources

available for a systems release, and CLECs have no influence over this determination. Qwest is

in complete control of this. One might also conclude that as Qwest continues to cut costs and

employees firm its business, this resource pool will only get smaller. In addition, Qwest cannot

demonstrate that all, or that any, of these changes will actually provide improved performance to

CLECS. These changes are only calculated to reduce Qwest's payment obligations. This would

be an inexcusable abuse of CMP .

Finally, AT&T strongly disagrees with Qwest's statement that the outcome of Alis issue

does not alter the fact of whether Qwest's CMP meets the FCC's standards for change

management.21 If Qwest's CRs relating to performance measurements are treated as Regulatory

20 Qwest Brief, at6.

21 Qwest Brief, at 14.
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Changes pursuant to Qwest's request, ahead of all other systems CRs, it will gut the systems

process in CMP and reduce its effectiveness to CLECs.

E. Qwest's CMP Is Hot Rej1ected_Ig A Single Qo9ument_ and Remains Unclear

As stated above, Qwest filed the Clean Draft CMP Document with the Qwest Brief.

Qwest failed to tile the Redlined Draft CMP Document. In addition, Qwest has now posted the

Clean Draft CMP Document on the CMP website for the public to use.22 The Commission

should be aware that Qwest informed CLECs on February 7, 2002, at the CMP Redesign

meeting that Qwest would post a clean copy of the Draft CMP Document on Qwest's CMP

website. CLECs objected because of their concern that it would be confusing and misleading

to remove all of the marked changes and CLEC comments included within the text of the

Redlined CMP Document. Nonetheless, Qwest proceeded. Qwest seems to believe that by

posting the document on the Qwest website, Qwest will be in a position to demonstrate that the

CMP is reflected in a single document that is "clearly organized and readily accessible to

cLEcs."2*' However, posting a clean copy of this draft document does not achieve this purpose

because the entire process is not reflected in this document, and the degree to which Qwest has

implemented the new processes remains unclear.

Qwest has repeatedly stated in CMP Redesign meetings that if a process is not addressed

in the Redlined Draft CMP Document, then Qwest simply relies on the old CMP process. In

addition, if Qwest has not fully implemented a new process that is agreed upon in the Redlined

Draft CMP Document, then Qwest will perform what Qwest personnel know to perform (also the

22 Qwest Brief, at footnote 3.
23Qwestrepresentatives started the discussion as if they wanted CLEC input on the idea of posting a clean version
of the Redlined Draft CMP Document on Qwest's website. When CLECs raised some concerns, the Qwest
representativesmade clear they did not really want to discuss it and intended to post the clean document without
further review or comment by CLECs.
24 Qwest Brief, at 15.
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old process). The fact that CMP is in Redesign and is a moving target makes it very difficult for

Qwest to pin this down. A good example is prioritization. Qwest's Brief states that "Qwest has

implemented the process for CLECs to prioritize Qwest-originated CRs, as well as CLEC-

originated CRs_"25 Prioritization of Qwest-originated CRs did not exist in the old process. In

addition, the Redlined (and Clean) Draft CMP Document does not reflect the prioritization

process being discussed by CLECs in CMP Redesign. That process is in a separate draft

document the parties continue to work on in CMP Redesign. So which prioritization process is

Qwest following? The one posted on the CMP website that is not part of the CMP Redesign

discussions or the one that the CLECs and Qwest continue to work on, but is not available on the

CMP website? As with so many statements in the Qwest Brief, just because Qwest makes a

conclusory statement does not make that statement true.

In the Qwest Brief, Qwest states that it has quickly implemented the agreements reached

in the CMP Redesign.26 Qwest filed Exhibit B to the Qwest Brief in support of this assertion.

AT&T and other CLECs have seen Qwest's E>d1ibit B and raised many questions about it,

because it does not ring the based on the experience of the CLECs. Because of the concerns

raised by CLECs, Qwest took an action item at the January 22, 2002, CMP Redesign that states:

"Judy Schultz to add clarity to improvements matrix presented to the Re-Design team on 1-22227

The date on Qwest's Exhibit B is December 13, 2001, so it is apparent that Qwest has made no

effort to clarify this document. It remains coniilsing and misleading. CLECs asked for a

dialogue on this document, perhaps even joint preparation, so that it would be a reflection of a

common understanding between Qwest and CLECs. Because this has not happened, the

Commission should not place reliance on this document.

15Qwest Brief, at 5.
26 Qwest Brief, at 18.
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The foregoing discussion points to one of the reasons it is important to have third-party

testing of Qwest's CMP. Throughout the Qwest Brief, Qwest makes assertions of compliance

with CMP without providing evidence. Moreover, these assertions are refuted by the

Observations and Exceptions brought by KPMG. For example :

Exception 2003 states: "Qwest does not follow its established release notification

schedule when implementing MA releases, and does not provide complete and accurate

information in its release notifications to enable co-providers to prepare adequately for

certification and implementation of new releases.95

Observation 3066 states: "Qwest does not consistently employ the defined

Change Management Process (CMP) to exclude CLEC-impacting system changes from

point release versions of the Interconnect Mediated Access (MA) interface."

Exception 3 l11 states: "Qwest Systems Change Management Process (CMP)

lacks gluldelines for prioritizing and implementing CLEC-initiated systems Change

Requests (CRs), criteria are not defined for developing the scope of an OSS Interface

Release Package.9)

Observation 3094 states: "Qwest did not adhere to its established change

management process for notifying CLECs about a proposed change, and allowing input

Hom all interested parties."

Exception 3102 states: "Qwest's internal OSS interface change management

documentation is inconsistent and unclear."

27 See CMP Issues Log, item 23l _

4.

2.

3.

5.

1.
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Exception 3110 states: "Qwest did not adhere to its Change Management Process

document management standards and tracking of CLEC notifications through the Mailout

Notification System."

The third-party testers are able to see activities within Qwest. This is something CLECs

are not able to do. The third-party testers must be allowed to review not only the language of mc

Redlined Drats CMP Document, but they must also evaluate Qwest's implementation and

performance of the Redesigned CMP, including whether Qwest's internal documentation is

consistent with the redesigned CMP. As noted above, KPMG has already identified problems in

all these areas.

F. CMP Must__Have A Process That Deals With PIDs

As stated above in part A.6 of these comments, because there is such a close relationship

between CRs in CMP and the PIDs, there must be a process in CMP that permits meaningful

dialog when, for example, Qwest rejects a CLEC CR because of the existence of PIDs. In

addition to the CMP Issues Log, CLECs have identified this issue in the CMP Gap Analysis.

Coved, Eschelon and AT&T each identified this issue in Items 13 through 15 of the CMP Gap

Analysis, as follows:

How are CRs, which are either directly or indirectly related to PAP/PIDs, dealt with as
part of CMP? What is the interrelationship between the CPAP's reference to CLEC-
affecting changes and the definition of CLEC affecting that is in the process of being
developed in CMP Redesign? (# 13)

PID interpretation, measurement, and changes and Qwest use of PID information in CR
Responses: Whether/how dealt with in CMP. (Refer to discussion in December CMP .
meetings.) (# 14)

.... If this is Qwest's proposal, it does not address the concern raised by AT&T and
other CLECs in CMP Redesign that PID change management needs to be done in an

6.
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industry process and CMP is the most appropriate place to do it (alter ROC) because of
the connection all of the activities in CMP have to the PIDs (Qwest rejects CRS based on
PIDs, Qwest wants to call CRs relating to PIDs regulatory changes). This remains a gap
in the Redesign. (# 15)

A related activity is the notice sent out by MTG to members of the ROC TAG on January

28, 2002.28 In the notice, MTG requested that participants in the ROC TAG answer a number of

questions regarding PID administration after the ROC OSS test. From the questions, there is a

recognition that PID administration is necessary after OSS testing is concluded. AT&T provided

comments on February ll, 2002, which are attached hereto as Exhibit I. Following is an excerpt

from AT&T's comments proposing industry collaboration on PID administration post OSS

testing, including coordination with CMP and QPAPs :

Since the creation of the ROC OSS TAG, Steering Committee and Executive Committee,
other multi-state, industry-wide groups have been created. The Change Management
Process exists and contains two essential elements. The first element is for the
administration of changes to Qwest's OSS. The second element is for changes to
Qwest's products and processes. In addition to the two CMP elements, QPAP issues
point towards a multi-state, industry-wide approach to periodic plan reviews, periodic
audits of the performance measurement systems and modifications to either the QPAP or
the PIDs. For example, it would be an inefficient use of time and resources to have
fourteen individual audits of the same Qwest performance measurement systems and
processes.

While the groups and mechanisms for the administration of PIDs, CMP Systems and
CMP Process and Product have been separately developed, it has become increasingly
clear that there is much overlap between the functions. Change requests submitted by
CLECs in the CMP Process and Product forum have been denied because Qwest
considered the request a PAID-related issue. Changes in Qwest's processes or new Qwest
processes developed through the CMP Process and Product forum have created a need for
new or modified PIDs to measure the performance of the new or modified process.

In addition to the overlap between PIDs, and the CMP Systems and CMP Process and
Product elements, the still developing PAPs are adding to the overlap. For example,
Qwest has submitted change requests in the CMP Systems forum to address its potential
payment liabilities under the Colorado PAP. Also, since the various QPAPs rely upon
the PIDs, there should be no question that the QPAPs, in whatever form, will overlap
with PID administration.

pa Exhibit H is a copy of the e-mail sent on January 28, 2002, by Denise Anderson of MTG with a request for
comments on how to handle PID administration post ROC OSS testing.
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AT&T views the natural interrelationship between the four functions as follows :

PIDS QPAP

1 <>
CMP

Systems

CMP
Product/
Process

While AT&T believes the above diagram represents the nature of the interrelationships,
the reality to date has been more like the below diagram:

PIDs QPAP

Systems

CMP \
Product/ )
Process /

It has been AT&T's experience that important issues that are partly PAID-related and
partly CMP Process and Product-related have been lost in the cracks between the CMP
and the ROC OSS TAG. When raised in the CMP Process and Product forum Qwest has
deemed the issue PAID-related that is outside the scope of that forum. When raised in the
ROC TAG, Qwest has argued that the issue is not appropriate for discussion because it
impacts upon Qwest's products or processes. AT&T is concerned that if the natural
interrelationships are permitted to continue to be ignored, Qwest can use the gaps
between the forums to delay issues important to the CLECs from being addressed or to
keep the issues from beingaddressed altogether.

While the Request for Comments is limited to long term PID administration, AT&T
believes one of the more important goals in the development of the Post~271
administrative environment is to ensure that there is a means to keep issues from falling
into the cracks between the various forums. AT&T is not proposing one super-group to
cover PIDs, PAP, and CMP systems, product and processes changes. However, any
model that is developed must recognize and accommodate the need for joint discussion
across one or more of these groups. For example, one desired change may impact upon

22

I

I I

l.



Qwest systems, PIDs, and the PAP. The model should permit joint discussions on the
impact of the change between the CMP elements and the PID and PAP administration
groups. AT&T realizes that Arizona is not part of the ROC process, however, the issue of
the interrelationship between CMP and PaDs is overarching and affects CMP and PIDs in
all Qwest states. This significant gap must be addressed before Qwest's CMP should be
considered compliant with the FCC's requirements. Arizona should consider either
involvement with the ROC on PID administration post OSS testing, to benefit from the
discussions that have already commenced, or commence such discussion in Arizona to
include the interrelationship between PIDs and CMP .

G. Stand Alone Test Environment (rATE)

On January 28, 2002, AT&T filed the AT&T Comments on SATE Summary Evaluation

Report, Version 3.0, ("AT&T SATE Comments") in Arizona. These comments concur in many

of the detailed comments of Hewlett-Packard ("I-IP"), the SATE evaluator engaged by the

Arizona Commission, as to the many deficiencies of SATE, although AT&T disagrees with HP's

conclusions, AT8cT will not repeat its comments here, but incorporates them by reference in

support of AT&T's position that Qwest's SATE is not compliant with the FCC's requirement

that BOCa provide a stable testing environment that mirrors production.

Since the AT&T SATE Comments were tiled, there have been additional activities

relating to SATE that AT&T believes are important to report here to the Commission. These

activities occurred on a conference call between Qwest and HP on February 12, 2002, and

another conference Cd] between Qwest, HP, CLECs and the Arizona Commission Staff on

February 14, 2002. AT&T wants to ensure that the following points are considered:

There remain open issues with the SATE performance measurement, PO-19.

These issues include the appropriate performance standard benchmark: Qwest believes it

should be 95%, while CLECs believe it should be 98%. Failure rates of 5% are excessive

and unacceptable for a test system upon which CLECs will place reliance in conducting

1.
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business with Qwest. Related to this issue is the extent to which the ongoing testing of

SATE is performed by Qwest. HP has been testing SATE with a test deck of

approximately 250 tests. AT8LT supports this testing level as it includes varieties of test

conditions, products and services that CLECs would be using in the market. It is

AT&T's understanding that Qwest plans for the test deck to contain many fewer tests, on

the order of 35 or 40. Qwest should not be allowed to determine the test deck, because of

the risk that Qwest will exercise those areas where it knows it will pass. In addition, a

more substantial test deck will produce more representative results for the ongoing

evaluation of SATE which is to be reported in PO-19.

Notwithstanding the disagreement over the appropriate benchmark for PO-19,

Qwest failed the lower 95% benchmark it advocates. The results of the HP testing

indicated only 93% of the test transactions were successful on the basis of the SATE 9.04

data definition. Thus, SATE fails on at least two counts: (i) it does notmeet either

benchmark threshold proposed by the parties for PO-19 and (ii) since it fails the

benchmark, SATE fails to meet the requirement that it be available at least thirty days

prior to the availability of the production release."

3. Qwest intends to release SATE data definition 9.04a prior to February 25, 200I

(MA 9.0 productionrelease date), so that HP can re-test SATE prior to the release of the

producion environment. Qwest intends to correct in SATE 9.04a definition some of the

problems identified through HP's testing of SATE 9.04. While the outcome of the test

29 SATE 9.0 was released on January 1,2002, butQwest promptly followed with three additional point releases to
address problems of which Qwest was aware. The SATE release that was used for testing (9.04) was provided on
February 4, 2002. The production release of IMA 9.0 will be available onFebruary 25, 2002; so effectively, SATE
was released only 21 days before production, not dirty days as required.

2.
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may be instructive, the requirement that SATE be available thirty days prior to the

production release date will still not be met.

Other remaining open issues with SATE include (i) whether there will be

comprehensive testing of VICKI (the post order processor) and (ii) whether there will be

any testing of Flow Through (another module of the test environment that is supposed to

permit testing of flow through). These issues are before the Arizona Commission for

resolution.

In addition, there remain open two Exceptions and one Observation relating to SATE that

were issued by KMPG.30 These observations indicate that SATE does not offer CLECs: (i)

sufficient troubleshooting capabilities; (ii) testing capabilities for 841 Qwest products offered in

production; and (iii) sufficient testing capabilities.

For all of the foregoing reasons, SATE currently is not an effective test environment for

CLECs to use and it does not meet the FCC's requirements.

H. Qs;es_t's Reljancg Qu Its S_GAT As Part of Tlge Qwe~ ~t §ecti.n_27l_0_bligatio;1s
Fai l_s If Qgvegt Has _Not Completed The CMP_Redesign For Both Systems
god Product{process

1. Simply Modifying its SGAT During §271 Workshops to Make it
Compliant with the Law Does Not In-And-Of-Itself Prove that Qwest is Complying with
Its SGAT as Modified. Rather, the Commission Must Examine the Underlying
Documents Qwest's Personnel Actually Use to Implement the SGAT, These Underlying
Documents are Currently Under Review in the CMP Process as Requested by Qwest.
Thus, the Commission Should Hold any Rulings of Compliance in Abeyance Until the
CMP Process has Run its Course with Respect to These Documents.

To be in compliance with section 271 the FCC has declared that an RBOC, such

as Qwest, must "support its application with actual evidence demonstrating itspresent

30 Copies of the SATE Observations and Exceptions are attached at Exhibit J .

4.
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compliance Mth the statutory conditions for entry."31 That is, Qwest must show that "it

has 'fully implemented the competitive checklist [item].. 99132 Thus, Qwest must plead,

with appropriate supporting evidence, the facts necessary to demonstrate it has complied

with the particular requirements of the checklist item under consideration

For many, if not most of the revisions required to bring Qwest's Statement of

Generally Available Terms and Conditions ("SGAT") into compliance with its

obligations under sections 25 l , 252 and, hence section 271 there exist no PID

measurements and no actual evidence demonstrating present compliance. In fact, much

of the evidence of what Qwest actually does lies in its technical publications and its

PCAT." AT&T and others pointed out during the workshops that Qwest's SGAT was

not consistent with its underlying documentation. Qwest's response was that such

documentation along with agreements reached through the workshop process would be

fully addressed and implemented through the CMP process, and it further acknowledged

that any Commission order recommending that Qwest met a checklist item should be

conditioned on Qwest's compliance with this commitment.

At a minimum the Commission should confirm for itself that Qwest has kept the

commitment it made in relation to these document updates and it should further

determine whether the CMP dispute resolution process is sufficiently set-up to address

disputes that may arise between the parties and Qwest when they cannot agree that Qwest

3: In the Matter ofApplication by 8el! Arlaniic New YorkforAulhorizazion Under Section 27] fife
Communications Act to Provide In-Region, InterLAy TA Service in the State New York, Memorandum Opinion and
Order,CC Docket No. 99~295, FCC 99-404 (Rel. Dec. 22, 1999), ii37 ("FCC 271 BANY Order").
2 FCC 271 BANY Order, 1[44.

33Id. at 1149.
34 ThePCAT (Product Catalog) was formerly known and discussed during many workshops as the IRRG.
35 AZ Exhibit 4Qwest 12, see also, CO Exhibit 4 Qwest 97, attached hereto asExhibit K.
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has actually modified its technical publications and PCAT to conform to the SGAT.36

Merely inserting a provision into the SGAT that states it wit] govern over any conflicting

documents, as SGAT § 2 does, does not fully address the issue because the FCC is

looking to the Commission to make a determination based upon evidence that Qwest is in

actual present compliance, not on some promised future compliance. More to the point,

field personnel from tidier the CLEC or Qwest do not refer to the 300+ page SGAT when

executing their jobs, rather, they rely on the PCAT and the technical publications. If

these documents are inconsistent with the SGAT, Qwest's present actual conduct based

upon such documents is as well. As a result, no finding of compliance is possible based

upon such evidence,

Product documentation, such as technical publications and PCATs, would go

through the product/process side of CMP. The fact that redesign of this portion of CMP

has barely started raises some question about Qwest's ability to support the SGAT with

such underlying documents.

2. Like the Documents that Underlie the SGAT and Instruct Field Personnel,
Qwest Also Demanded that Certain Substantive Issues be Deferred to CMP for
Resolution, Here Again, To Make a Finding of Compliance, the Commission Should
Confirm Resolution of all Deferred Issues or Implement a Process for their Resolution.

Throughout the workshops, Qwest has deferred substantive issues to the CMP

process for resolution and consideration. Nowhere has Qwest to date brought those

as Qwest acknowledged that  during the workshop process no "expl ic i t "  dispute resolut ion process was set  up to hand
the conf l ic t  between part ies  in relat ion to the PCAT and technical  publ icat ions  or any  other issue in CMP.  3/27/01
Vol .  I  Mul t i -S tate Trans .  at  p.  86.  I t  fur ther acknowledged that  d ispute resolut ion woul d be addressed during the
Genera l Terms w o r k s h o p .  I d
37 1/25/01 CO Trans.  at  23-24 (LIS t runk  intervals ),  822/01 CO Tl 'al ls .  at  323-329 (LIS t runk  intervals ),  5/17/01 AZ
Trans .  at  1872-1873 (proper reasons f o r re jec t ing order) , 6/27/01 Mul t i -S t a t e Trans.  at  248-252 (changes in business
rules that  would af fec t  the rejec t ion of  an LSR);  6/28/01 Mul t i -State Trans.  at  p.  14 ( impacts  to order process ing),
5/15/01 AZ Trans .  at  pp.  1347-1376 (process  for not i f icat ion of  major Qwest  bui lds ),  4/10/01 AZ Trans .  at  1423-
1425 (tes t  bed issues);  5/01/01 Mul t i -State Trans .  at  36 (process  for CLECs to order loop plus  MUX);  5/01/0 l
Mul t i -S tate Trans .  at  38-39 & 327-335 (changes  in pol icy  for c i rcui t  ids ),  to name a few.
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issues back to the Commissions to demonstrate that they have actually been addressed

and resolved. In fact, AT&T,among others, has been reminding the Commissions that

this step was yet to be taken.

This is equally as important as the PCAT and technical publication consideration

because much of this material further indicates whether or not Qwest is actually in

compliance with what its SGAT suggests and whether Qwest has kept its word and

addressed the issues submitted to CMP. While Qwest's desire to rush the closure of the

state section 271 process is understandable, Commissions should not fall prey to such

desire withoutcoming full circle to adequately complete their own investigations,

1. Change.Managen1ent Issues Identified In The General Terms And
Conditions Workshop Are Still Not Closed

Running quickly through the "CM" issues for which Qwest provides status in the Qwest

Brief, there appear to be twelve issues still open out of the original eighteen:

CM -1 (Clarity and accessibility ofQwest CICMP documents). The discussion in part

IV.E above, describes how Qwest documentation for CMP is not in a single document, is

not clear and that implementation is uncertain.

CM-2 (Definition and adequacy of Qwest's escalation and dispute resolution process).

The escalation and dispute resolution processes in the Redlined Draft CMP Document are

inadequate as they still permit Qwest to implement changes over the objections of

CLECs, prior to escalation or dispute resolution is concluded. See Issue 226 in the CMP

Issues Log: "What is the status of a change when the escalation or dispute resolution is

invoked?" See Pa.rt IV.A.11 above.
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CM-3 (Five categories of changes in SBC documents). Qwest states that it has already

implemented four categories of change in the CMP process. The four categories would

include regulatory changes, industry guideline changes, CLEC-initiated changes and

Qwest-initiated changes. It is unclear what Qwest has implemented because the

regulatory change category is still an open issue and prioritization of regulatory and

industry guideline changes are still open issues. See pan Iv.A.l2 above. There is the

impasse issue dealing with Regulatory Change, See part IV.D above. Industry Guideline

changes also continue to be discussed in CMP Redesign.

CM-7 (Qwest-generated CRs). Qwest has agreed to do CRs, but whether they get the

same treatment through the process as Qwest CRs is still an open issue. See part IV.A.11

(Qwest implements its CRs over CLEC objections) and 12 above.

CM-8 (Proprietary CR). Issues 88 and 89 on the CMP Issues Log state: (a) Propose

language for "proprietary CR" and (b) What is the process for a CLEC-originated CR

deemed proprietary and a process to handle proprietary CLEC questions and comments?

While these issue remain open and have never been discussed, the Qwest Brief

states that "this issues was raised because the prior process referred to proprietary CRS.

It is no longer an issue because the redesigned CMP does not provide for proprietary

CRs."38 Qwest clearly arrived at this conclusion on its own, because this in not an agreed

disposition as between Qwest and CLECs. Qwest seems to be pushing more and more

issues to CMP, even when it appears appropriate to resolve the issue with the Qwest

account team or service manager. Given this push, it is possible that CLECs will need to

disclose confidential or proprietary information to Qwest in a CR in order to explain the

need for a requested change. If the process does not address this possibility, what isa
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CLEC to do? This could stop a change request indefinitely until agreement onhow to

handle the information is reached. It is particularly obi actionable to AT&T that in this

"collaborative" effort, Qwest considers this issue closed without gaining concurrence

80111 the CLECs (or even discussing it). It is also important to note that the CR form

used in CMP has boxes to check as to whether the CR is a proprietary submission or

not." How can this form raise the question of the CR being proprietary, while Qwest in

its Brief states that this is not part of CMP?

CM-10 (Whether CLECs have had input into the development of the CMP). Starting in

July 200 I , AT&T can say that CLECs have had input into die development ofa

redesigned CMP; however, that input is not completed yet and the CLECs do not yet

have a redesigned process to rely upon. This issue will not be satisfied until a clear

process emerges and is followed by Qwest. That time has not come yet, based on all of

the arguments set forth in Part IV of these comments.

CM-13 and16 (Scope of CMP). The Interim Draft CMP Document does reflect

language on scope, however, in virtually every CMP Redesign meeting, as discussion

proceeds, parties repeatedly state that the parties need to verify that an issue under

discussionis covered within the scope. This is an item that willbe revisited periodically

through the redesign process and then clarified, to the extent necessary, at the end of the

process.

CM-14 and15 (Whether Contents of Exhibit G and H should be included in SGAT) .

Exhibits G and H were the old CMP document and the old CMP escalation process,

as Qwest Brief, at II.
39 At the following link, http://www,qwest.com/wholesale/cmp/changerequest.htm1, one can find the Change
Request Form used in CMP. Near the top of the furn, the following question is asked: "Proprietary for Submission
to Account Manager Only? Please click appropriate box." [yes or no]
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respectively. Those will not be attached. Qwest states that it will attach the redesigned

CMP document as an exhibit to its SGAT. This may work, but it hinges upon what the

language in Section 12.2.6 of the SGAT states and that is unresolved to this point.

CM-17 (Processes for notification of CLECs and adequacy of process). There are at

least two open issues on the CMP Issues Log that deal with notification. They are

numbered 145 and 156. In addition, KPMG has opened Exception 3110, which states

that "Qwest did not adhere to its Change Management Process document management

standards and tracking of CLEC notifications through the Mailout Notification System."

The adequacy of process remains open as Qwest continues to seek to implement its

changes over the objections of CLECs. On the flip side, CLEC changes only get

implemented if Qwest agrees. These are open issues.

CM-18 (Documents described and as yet unidentified or unknown, which include the

change request prioritization process and other links). The prioritization process is still

open and requires work at least on the following: Regulatory Change CRS, Industry

Guideline CRs, level of effort, outputs at stages of the process.

J. Qwgg Has Not Demonstrated That It Has Adhered To The New CMP
Process Over Time

The IWis, Observations, Exceptions and CMP re-design raise a very critical issue that

has not been addresses by Qwest. The FCC has stated that in order for Qwest to demonstrate

that it is providing nondiscriminatory access to its OSS, west must demonstrate that it "hasp

developed the necessary systems and personnel to provide sufficient access to each of the
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necessary OSS functions and... is adequately assisting competing carriers to understand how to

implement and use all of the OSS functions available to them.40

As part of this demonstration, the Commission will give substantial consideration of the
existence of adequate change management process and evidence that the BOC adhered to
this process over time.

Because Qwest's re-design is a work in progress, Qwest cannot provide any evidence that it has

adhered to the process over time. The FCC Common Carrier Bureau also indicated that "[t]he

independent evaluation should assess the BOC's change management process and should

include, but not be limited to, a review of the BOC's ability to implement at least one significant

9 42software release. ' The FCC requires a third-party review of one major soiiware release after

the re~design of CMP is complete,

v . CONCLUSION

Based on the foregoing and as summarized below, CMP Redesign has not progressed

sufficiently to determine that Qwest has met the FCC criteria for Section 271 approval.

A. Information Relating To The Change Management Process Is Not Clearly
Organized And Readily Accessible To CLECs.

Based on AT&T's comments under part IV.E above, it is clear that the CMP is not

reflected in a single document. This is compounded by the difficulty in determining which part

of which CMP document applies to any particular process at any point in time.

40 FCC 271 BANY Order, 11102.
41l d
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B. CLECs Have Not Had Sufficient Input In The Design And Continued Operation of
The Change Management Process.

This should be clear from the vast number of significant issues that remain open as

identified in part IV.A above. See also, CMP Issues Log and CMP Gap Analysis. In addition,

redesign of the Product/Process portion of CMP, which has a significant impact on how CLECs

do business with Qwest, has barely started.

c. The Change Management Process Does Not Yet Define A Procedure For The
Timely Resolution of Change Management Disputes.

It is not clear that the process that has been adopted will result in timely resolution of

disputes. A broader issue with the resolution of disputes deals with the fact that CLECs are

always placed in the position of having to escalate or dispute things that happen in CMP, because

Qwest controls everything. This process cannot be considered effective if CMP is not designed

in a way that allows CLECs to deny Qwest CRS so that Qwest will have to use escalation/dispute

process in the same way CLECs have to use it. In addition, the escalation and dispute resolution

processes do not address the situations where Qwest insists on implementing a change over

CLEC objections.

D. Qwest I-Ias__N_ot_Dem0nstrated A Pattern of Compliance With Its Change
Management Procedures.

Qwest states in the Qwest Brief that "Qwest has demonstrated a pattern of compliance

with its change management procedures,"43 but Qwest presents no evidence to support this

assertion. Given all of the problems identified by third-pany testers, as outlined in Part IV.C

above and Exhibit G, it is clear that Qwest is far from compliant with its Change Management

42Letter dated September 27, 1999, from Lawrence E. Strickling, Chief, Common Carrier Bureau, to Ms. Nancy E.
Lubamersky, U S West.
43 Qwest Brief, at 18.

33



1'

Procedures. Such compliance must be determined by third-party testers and cannot be completed

until Qwest has fully implemented a fully redesigned CMP. It is difficult to understand how

Qwest, in good faith, could assert unqualified compliance when it is aware of the outstanding

CMP test issues and choose to completely omit these issues from the Qwest Brief

E . Qwest Qoes Not Yet_ Make Available A_StabLe Testing Eqvirompent that Wrrors
Prqgiuction.

In part IV.G above, AT&T has demonstrated that Qwest does not yet provide a stable

stand-alone test environment that mirrors the production environment. KPMG Observations and

Exceptions also highlight the deficiencies of SATE.

AT&T COMMUNICATIONS OF THE
MOUNTAIN STATES, INC. AND TCG
PHOENIX

By
Richard S. Wolters
AT&T Law Department
1875 Lawrence Street, Suite 1503
Denver, Colorado 80202
(303) 298-6741
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CHANGE MANAGEMENT PROCESS (CMP)

_ lll~l5l1RQDUC3l5lQN;{n e e d » t 4 r e - a d d r e s s - a t ~ a - l a t e H ! a t e ]
Action; gem #13

The Change Management Process (CMP) i s  t h e a formal by
customereCompetitive-Local-Exehange-Carrierc (CLECs)--and-Qwest-enei-a-Iecal-seniice
providers to initiate, communicate, prioriti.;e,-. b§dwe, teetcornmunicate about and implement
change: enhancements-changes  to Qwoctprovider Operational Suplaer=t-Systems-(GSS)
interfaces dir° d iy__Qr._'lnQ!ir§.Q*M-i: npad a CLEG. used in conncdien with resold services
and unbundlecl network e!cmor~.tc. Changes include new functionality, enhancements to existing
functionality, defect maintenance and introduction retirement of interfaces, based on Local
Service Ordering Guideiinee (LSOG).

math¢>d used

Iheehainge-naainagemenbpreeessereates a framework for meeiirags-io-which-ehangeete~the
provider's Qwesfs ossa and their buggggse.-rules may be introduced or discussgg. Jim;
CLECscustomer's Point-Qf Contact (POC) may request interface changes far future
consideration by_s_u__l;.p4i4iQg. 4m%._&® w=t Form to the providor'eQ=wcc§c-.. P

The FCC requires 'incumbent Local Exchange Carriers to have processes for management of
manual and electronic irverfaees relative to order, pre order, account maintenar» ca,tasting and
billing. The scope of this document is to define only the processes for change management of
manual and electronic interfaces relative to order and pre order functions.

1.0 INTRODUCTION AND SCOPE
{need-t4Headdross-ata-later-date]
Aetian-ltern-11

Thi s  docum ent  def i nes  the  processes  fo r  change m anagem ent  o f -essOSS i n ter faces ,  p roducts
anQ.2LQ §§Q§ ( including manual )  as  described beIo ._QMp44ap p _prov i des  a  m eans  to  address
changes that  support  or  affect  pre-ordering,  ordering/provisioning,  maintenance/ repai r  and
bi l l ing capabi l i t ies and associated document g t j g n and production support issues for local
serv ices provided by e lecCLECs to  thei r  end users.

The empCMp is managed by eleeCLEC and q5nestQwest representatives each having distinct
roles_aQ.g..re§p gnsibilities. The eleGCLECS and qmestQwest wi1| hold regular meetings to
exchange information about the status of existing changes, the need for new changes, what
changes qwestQwest is proposing, how the prQge.s§_is.w orking, etc. The process also allows for
escalation to resolve disputes, if necessary.

I1 Throughout  this document ,  OSS Interfaces are def ined as exist ing or new gateways ( including
appl icat ion-to-appl icat ion interfaces and Graphical  User Interfaces),  connect i iNty and system funct ions
that  support  or af fect  the pre-order,  order,  provisioning,  maintenance and repai r,  and bi l l ing capabi l i t ies
for local  services provided by CLECs to their end usersthat are provided to CLECen.

2 Throughout  th is document ,  the terms ° ' inc1ude(s)" and " including" mean " including but
not  l imi ted to. "

I

Note-Throughout this document i tal icized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.
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Qwest will track changes to essOss interfaces,
the identification of changes

Qwest wi]]_._process
document.

DRAFT -1 Revs ed 10-16-01. 10-3-01, 9-20-01, 11-1-01.
MASTER RED~LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK

11-8-01. 11_16-01,
11-29-01, 12-10-01,12-19-01, 01-03-02, 02-07-02

products and processes. The em9CMP includes
and encompasses as applicable

changes in agcggggnce

488
g ¢=4 a W

with the GM9CMP described  in  the

° T"§" 4
§ex¢ °:n*'=** »i8i>$

8¥Wo1 1 448

-manual and eleatreoio in1eFFaGes» -l=elative to pre-arder, and pre erda,
maintenancelreggir, and billing fuqgtigge. lntarfacc Le doling as ch::]gloG to flcld corltggt
or format, or changes in the business eWes used to govern field population. This-includes
r88ti9nal guideline cllgggas c.., LSO_C8_,...;3g_wsl! as providorqygct npociiic intorfqg gprocuuc and
6yg;em..¢h ang@s_Changes-indudssew-iunstiendltys-enhaneements-to oxisliag-funeliendily,
l5§§gQg§§tionlrotircmarLLgf_l[gorfaco4:proceccQ§..g_[ld system: and_l }3.;gntenanca acrtivitjggj affactlng
predation doiocts. Dseirod changes shown be submitted to the appropriate ATlS Forum .

Thg4s--seepe-melude any p o order order b Sm Joes vltor'ace system test ng aid
maintenance that impact ongoing and future technical and operational processes, and changes
that» -alter the relationship-in the :nanne in-whie|=|4l=|aprevide|=~Q\mest and customer a CLEC do

The CMP provides a means for changes to the previdor'c OSS: and their business tWee. The
customer's Point  of Contact (PLC) may request interface changes for future consideration by
submitting a Change Request Form to the prov ider'e POC. Thoco roqueete may induce new
fundionaility or changes to existing functionality .
The typos of changoc that will be handled by this process are:

rm

08oftwarc changes
System Environment Configuration changes
Changes result'ng 'ram now or changed Industry Guidelines I Standards

[]Product and Services (e.g., new services available via the in scope interfaces)
EJprocesses (e.g., electronic interfaces and manual processes relative to order and pre ardor)
URogulatcry
|3 Documentation (e.g., business rules for electronic and manual processes relative to order and

pre order.
E Defect resolution

Guidelines for provider specific change management processes
The providerQwest will track changes to the OSS interfaces as change requests and assign a
treckingriumber-to each ch=\ngereques4-1lqe4;mp-begins with the identification of the change
request and encompasses requirement definition, design, development, notification, testing,
implernentartienaod-decomrnissiening~ef~the change request.
The CMP is managed by customs-rCLl§Q and provider repre sentatives each having distinct roles
and-responsibilities.--The custcmerCLEC and the providerQwest-wit!-held-reguiar-#neetings-te
exchange information about the status of existing change requests, the need for new changes,

L*

1 Throughout this document, OSS Interfaces are defined as erdsting or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat are provided to CLECS.

2 Throughout this document, the terms "inc1ude(s)" and "including" mean "including, but
not limited to."
Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.
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MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
DRAFT _ Revised 10-145-01, 10-3-01, 9-20_01, 11-1-01, 11-s-01, 11-16-01,

11-29-01. 12-10-01,12-19-01, 01-03-022 02-07-02
what-Jat4ar-mgeo the providorQwoot is pf¢-> 9@siaQ, how the 9r99es84s wor'<ing,-etc-Jhepresess
also allows for escalation to rooolve dioputoo, if noooosary.

The CMP is dynamic in nature and, as such, is managed through the regularly scheduled
meetings~and~is--based--on--group consensus. The parties agree to act in Good Faith in
exercising their rightsargQ_p_e_rforming their 0l2l.isati0ns pursuant;g..this CMP. This document may
be revised, through the-preoedureeset-fo1=tl44a¢y-the procedures described inE
OBF, as business andlor regulatory conditions dicta ro.

i1 Throughout this document, OSS Interfaces are defined as e>Nsting or newgateways [including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, proWsioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat are provided to CLECG.

2 Throughout this document, the terms "inc1ude(s]" and "including" mean "including, but
not limited to."

I

Note-Throughout this document italicized text represents DBF language not yet
discussed by the CLEC-Qwest Re-Design Team.
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DRAFT _ Revised 10-16-01, 10-3-01. 9-20-01, 11-1-01, 11-8-01, 11-16-01,

11-29-01, 12-1o-o1,12- 19-01. 01-03-0z, 02-07-02
Managed Change~

Change: to Existing Intcrfacss

2.0 TYPES OF CHANGE

glue Qehange Brequest should fail into one of the following classifications:

l.Type 1 (Production Support) Change

A Typo 1 cnango corrects problems discovered in production versions of an OSSapplication
interface. Eitnor the previdetQwest or the customorCLEc may initiate the change request.
Typrbatly, the: typo of change rottoctc instances whore a technical implomentmbn is faulty or
inaccurate such as to cause correctly or properly formatted data to be rejected. Instances
whore prcvida.r*:Qwest Cr so=:tomorCLECs misinterpret interface specifications and/or business
miss must be addressed on a casa by casa basic. All parties will taka art reasonable stops to
cnsuro that any disagwsemants raganding the intorprstation of a now Ar modidod business
process are idontiitod and resolved during the change manogomont review of the cnangc
request. Typo 1 changes wilt be processed on an expedited basic by moans cf an cmsrgoncy
r o t o r s cf "oftwara 'documentation

Additionally, once a Typo 1 change is idonfiWod, the change management team (sao the
Managing The Change Management Procoss coition) must datormino the nature and :capo of
the mafhtonance. Typo 1 changes are categorized in the following manner:

Severity 1: Production Stopped: Interface Unusable Interface discropancy-nssulis-#r4ota#y
unusable interface requiring emergency action. CustomorCLEC Ordors/pro
Orders cannot be submitted or will not Bo accepted byte providof*Qwo::! and
manual work-arounds are not feasible. Correction is considered ossonfial to
continued operation. The providofQwo:t and cuatomorCLECls croWd dedicate
resources to expedite rosdubbn.

Acknowlodgmonf Notifcafion
Status Nofi5cation

'  1 Mm
_bi hourly

Severity 2: Pnaductibn Dogimdod. interface Affecting An infarfaco diswvwwvvy that naqiiirw
a work around(c) on the part of the ::ustomorCLEC or the provklerQwoct. The
change is considoemd crihbW to continued opoiation. It does not stop production,
but affoets key applications.

I1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthut are provided to CLECG.

2 Throughout this document, the terms "inc1ude(s)'°  and "including" mean "including, but
not limited to."

I

Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.
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Acknowlodgvnont Notification - 4 hours
Status Nofih0afion - weekly
lmplomontahbn limo - 14 30 calendar days

Severity 3: Process impacted: Proordor / Ordor roquoctc can be submitted and will be
accepted through normal procossoc / intorfacoc. CladCcaticn is concidorod
necessary to ongoing cpcrMicns.

Acknowlodgmont Notification
lmp4emenfafion time

7 cafondar days
= 30 - 60 calendar days

l4vpe24Regu1a¢°=w¢h=nee

2.1 Regulatory Change

A Regulatoryiliypeé Change is mandated by regulatory or legal entities, such. as the Federal
Communications Commission (FCC), a state commission/authority, or state and federal courts.
Regulatory changes are not voluntary but are requisite to comply with newly passed legislation,
regulatory requirements, or court rulings. Either the faust->nrlerCLEC or the provider vest may
initiate the change request.

Llk2.2 3Izypa3»{lndustry Guideline) Change

A Typo 3 change implements telecommunicationsArl -industry _Qguideline Change implements
Industry Guidelines- using a national implementation timeline, if any. Either tho providerQwest
or the eustemerCLEC may initiate the change request. These guidelines are industry defined
by;

•

•

•

•

•

Alliance for Telecommunications Industry Solutions (ATIS) Sponsored
Ordering and Billing Forum (OBF)
Local Service Ordering and Provisioning Committee (LSOP)
Telecommunicat ons Industry Forum (TCIF)
Electronic Commerce Inter-exchange Committee (ECIC)
Electronic Data Interface Committee (EDI)
American National Standards Institute (ANSI)

1442.3 Iype44PreviderQriginated}§haog eQwest Originated Change

A Typo 4 A Qwest Originated change is originated by thelat=oviderQwest does not fall within the
changes listed above and is within the scope of CMP and affects interfaces between customers

11 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services crowded by CLECS to their end usersthat are provided to CLECG.

2 Throughout this document, the terms "inc1ude(s)" and "including" mean "including, but
not limited to."
Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEo-Qwest Re-Design Team.

I
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11-29-01, 12-10-0:L,12-19-01, 01-0s-91, 02-07-02
and the provider. Those changes may involve cyctom enhancements, manual and/or businoca
procoosool.

42.4 Type 5 (CustomerCLEC Qriginatsd) Change CLEC Originated Change

A Typo E A CLEC Originated change is originated by the euetemel;QLEc does not fall within the
changes listed above and is within the scope of CMp.and affoctc interfaces between cuctomoro
and the provider. These changes may rcfloct a business process improvement that the
customerCLEC is seeking to implement and a change in the way in which the
cuctornorCLEC wishes to Entcract with the providorQwcat.

I1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthut arc provided to CLECG.

2 Throughout this document, the terms "'include(s)" and "including" mean "including, but
not limited ro."
Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEo-Qwest Re-Design Team.
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W.Trarkr'ng Change Requests [move to CR initiation process]

The prov1d04*Qwost w#.t assign a tracking number to ouch change request and track changes to
each change request. Trap~king will Bo accomphthod VA:» a ehangfo roqfuoat log.

1 Throughout this document, OSS Interfaces are defined as easting or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthot are provided to CLECG.

2 Throughout this document, the terms "inc1ude(s)" and "including" mean "including, but
not limited to."
Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.
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A CLEC or Qwest may requc-sting(AT&T Comment) seeking toe changexe an existing OSS
interface, (AT&T Comment) to establish a new OSS interface, or (AT&T Comment) tithe
retirement-of an existing OSS interface must submit a change request (CR). (WCOM
COMMENT: WCOM BELIEVES THE TYPES OF CHANGES THAT CAN BE REQUESTED BY
EITHER PARTY NEED TO BE SPECIFIED HERE. THE CMP REDESIGN TEAM AGREED
THAT THE FOLLOWING CHANGE REQUEST TYPES CAN BE REQUESTED BY EITHER
PARTY:
TYPE 2 (REGULATORY), TYPE 3 (INDUSTRY GUIDELINE), AND DEPENDING ON THE
PARTY EITHER TYPE 4 (QWEST INITIATED) OR TYPE 5 (CLEC INITIATED))

3.1 CLEC-Qwest OSS Interface Change Request Initiation Process - Revised 11-01-01
The change request initiator will complete a Change Request Form 'f ) as defined
by the instructions on Qwest's CMP web site. The Change Request Form is also located on
Qwest's CMP web site.

(WCOM COMMENT: WCOM WOULD LIKE IT NOTED THAT THE CMP REDESIGN TEAM
HAS PROPOSED CHANGES TO THE CHANGE REQUEST FORM THAT WOULD CLARIFY
THE CHANGE THAT IS BEING REQUESTED AND PROVIDE MORE GUIDANCE FOR
QWEST TO ASSESS ABILITY TO SUPPORT AND LEVEL OF EFFORT. WCOM
COMMENTS: WE NEED TO HAVE PARITY LANGUAGE FOR CHANGES MADE TO ALL
INTERFACES AT THE SAME TIME INSERTED THROUGH OUT THIS DOCUMENT.)

3.0 CHANGE REQUEST INITIATION PROCESS

i i i i 5 i i 1 i i s

85 I

MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
DRAFT -u Revised 10-16-01, 10-3-01. 9-20-01, 11-1-01, 11-8-01, 11-16-01,

11-29-01, 12- 10-01,12- 19-01, 01-03-02\ 02-07-02
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1 Throughout this document, OSS Interfaces are defined as evdsting or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat arc provided to CLECG.

2 Throughout this document, the terms "inc1ude(s]" and "including" mean "including, but
not limited to."
Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.
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A CR originator-ales e-mqiie ggmpleted change request (C R  fqml tp the.Qwestt§§y §terf1 s
CMP Manager= within two (2) business days after Qwest receives a complete CR: (WCOM
COMMENT' THE WAY THIS READS, QWEST \NITlATED CRS FOLLOW THIS SAME
PROCESS, IS THAT THE INTENT? coM BELIEVES IT SHOULD BE.)

Qwest's CMP Manager assigns a CR number and logs the CR into the CMP database.
Tb§..Qwest G AP Manager- fonuards $4§9 8 to the CMP.§;Q41 2 Manage;
The Qwest CMP Manager- sends acknowledgement of receipt to the~su~bo3itteroriginator and
updates the_Q_R database .

Wit!1i11two (2) bu9p§§§.. days after qggggwledgement:

The Qvs!§§ 1 CM p..mana99r.Q0sts lm G0mpi§t9_ cR to the cmi 8 web site.
The CMP Group Manager assigns a Change Request Project Manager (CRPM) and
identiges thea p gopreigte diregtgr responsible M i l ne CR.
Tthe CRPM pbtans forrom the director the names of the assigned subject matter expert(s)

Tthe CRPM will provide a copy of the detailed CR report to the CR originator which includes
the folloyging information:
descript_tior\ of CR
originatoringelee
assigned CRPM
assigned CR number
designated Qwest SMEs and associated director(s)

VWthin eight (8) business days of receipt of a complete CR, the CR_PM will coordinates and holds
,8 clarification meeting with the origiriatoNingelecang_Qwest's SMEs. lit_the originating
eleeoriginator is not available within the above specified time frame, then the clarificatigi
meeting will be held at.§_mutually agreegtypon time. Qwest-willmay not provige_.a responsejg g
CR until a clarification meeting hasbeen held.

1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECS to their end userethut are provided to CLECD.

2 Throughout this document, the terms "include(s)" and "including" mean "including, but
not limited to."
Note-Throughout this document italicized text represents OBP language not yet
discussed by the CLEC-Qwest Re-Design Team.
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DRAFT- Revised 10-16-01.i_10-3-011 9-20-01, 11-1-01, 11-a-01, 11-169,
~.. < . MASTER RED-LINEED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
M44 r¢i.": _ _
4 11-29-01, 12-10-01,12-19-01, 01-0a-02. 02-07-02

At the clarification meeting, QQwest and the originatingor-elec will review the submitted CR,
yglidate tb_g_Q1tent of the q[jQnatingor's clo:": CR, clarify...gl!aspeQ1_§JQl§niify all quesgjgns to to

held the CRl8_lijl__
Qwest's SME will internally identify options and potential solutions to the CR

answered and determine deliverables to be produced. After the clarif ication meeting has been
will document and issue-mgg i n minutes__mthin f ive (Q4 4 ness days.

CRs received three (3) weeks prior to the next scheduled CMP meeting Mil be presented at that
QMR g CRPM will have
the response posted to the web, added to CMP database, and will notify all CLECs via email.
CRS tha tgre not submi t ted by the above specified cut off date may_l.;epresented at j hat CM_P
meeting as a walk-on item with current status. Qwest may not provide responses to these walk-
on requests until the next months CMl?_r3eeting. the origjngtoling-elee;.yv_j4present its_.QR and
provide any business reasons for the CR. Items or issues identified during the previously held
clarification meeting will be taaysd- at' -clesscLEcs will then be given the
opportunity to comment on the CR and sub_sequent clarifications. Celarilications and/or
mggljfjgations related...tp the CR will be incorporateg_.__Qwesis SM§ will presenLQp_§ons anY
potential solutions to the CR if applicable. Ceonsensus will be obtained from the participating
GIHGSCL-§§ 2S as to the al2l;u:9lzu81s direction/solution fo£..Qw33§_§ME,. to take in resl;QnQIirL0_L>
the CR if applicable.

meeting. Aat least one (1) week prior to that scheduled CMP meeting, the......_

on a monthly basis, qwest-will reviews thereceiveeerCRs received prior to the cut off date
.aggleyaluates whether 9westQwest..gen implement t hem.9Qwe§tj§..L nses will be one of the
following:
» _"aAccs1=1t§§li ' (9Qwestw.ill..3mplement ;i;.e.;1eocLEc r§9.u§§t)_ wi1h-t2Q§iti Qn stated or lit the

orCa is accepted, qwest will provide the following in its response:
• Ddetermirlgtion and presentation of options of how the§rcR can be implemented
• identification of the preliminary level of effort (Se, Mm. LI, XLa<ll required to implement

the GFCR. (WCOM COMMENT: WCOM WOULD LIKE IT NOTED THAT A REQUEST
WAS MADE AS To WHAT IS MEANT BY PRELIMINARY LEVEL OF EFFORT AND IS
TO BE DEFINED BY QWEST.)
• Ssmall - requires changes to only one subsystem of a single system
| Mmedium - requires changes to 2 or more subsystems of a single system
- Liarge .- requires changes to 2 or more systems or complex changes in multilille

subsystems of a single system
Eextra Liarge - requires extensive redesign of at least one system.

"denied" (qwest will not implement the eieeCLEC request) with basis for the denial,
including reference to substantiating material, (WCOM COMMENT: AGAIN THE WAY THIS
READS, QWEST INITIATED CRS MAY BE DENIED AS WELL. THIS IS APPROPRIATE
GIVEN THAT THE CMP REDESIGN TEAM AGREED THAT QWEST AND CLEC
ORIGINATED CRS GO THROUGH THE SAME PROCESSES.)

if the Cr can Bo implemented, qwcct will evaluate the Cr_gnd provide the following:

I

I1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat are provided to CLECEL

2 Throughout this document, the terms "inc1ude(s)" and "including" mean "including, but
not limited to."
Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.
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t the monthly cn4pCMP meeting, the-crcR originator will provide an overview of itstheir
respective erQB(s) and.gQwest8viiI preterit eithe.[._a stat4§. or its response,-ersJeha4g3l4g§ l3@§
denied can be escalated in accordance with the agreed escalation procoduros-undor4;mp.

qwest or elasCLEC originated crCRs for changes to an existing4)ssOSS interface will then be
prioritized by the cl§esCL .§Qs and Qwest resulting in the initial release candidate list.
clecCLEC or qwest originated erRs for introduction of a new interface or retirement of an
existing interface are not subject to prioritization and will follow the introduction or retirement
processes outlined in respectively.

ill elec§cLECs.dg[lot ac@ . west's re§p<>r\se,tbex max..e1ect tg escalate or dispute.theJarQR
in accordance with the agreed upon empCMP escalation or dispute resolution procedures. of the
origi[1atin.g81e§CLECd.o not..agree with the determination to escalate QL.I2utsu€_ti8e d§ I§
resolution, it may withdraw its participation from the~crCR and any other-clecCLEC may become
respcnsible_§gg_ @i33g the 4539 up0n etgUdins wfitten._n0ti¢e .tQ theqQyvest» slq'8pQmE'
m a nager. If the -clessCLECs do not acceptcQwest's response and do not intend to escalate
Qtdiepde at the present time.. they_rgay request~qQvyest to status the_§Q R as deferred, Tthe
crCR will be statuses deferred and elecsCLEcs may activate or close the~crCR at a later do-tg.

determination and prasontation of options of how the or can be implemented
identiflcajion of the pfa!iminarv level of effort (s, m, I, xi) required to irnplementjhe Er

E. i9l'<;§» l.
u w

MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
DRAFT- Revi ed 10-16-01, 10-3-01, 9-20-011 11-1-01, 11-8-01. 11.16-01,

11-29-01, 12_10-01,12-19-01, 01-08-02, 02-07-02

Based on the initial release candidate list, Qwest will begin its development cycle which includes
the following milestones:
• Business and systems requirements: -Qwest engineers define the business and functional

specifications during this phase. The specifications are completed on a per candidate basis
in priority order.
(AT&T Comment) Packaging' Qwest and CLECs will discuss grouping candidates
with affinities may be addressed more efficiently if taken together.[A T&T comment:
this may not be exactly the right description. We just wanted to add this to this list of
steps.1
Design: Qwest engineers define the architectural and code changes required to complete
the work associated with each candidate. The design work is completed on a per candidate
basis in priority order.
Code & Test: Qwest engineers will perform the coding and testing required to complete the
work associated with each candidate. The code and. test work is completed on a per
candidate basis in priority order.

Uusing the initial release candidate list, qwest will begin business and system requirements.
glDuring the business and _systems requirement efforts, CRs may be modified or new QRS may

I1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application~to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthaet-imetanzvfidcd to CLEt'e.

2 Throughout this document, the terms "inc1ude(s)" and "including" mean "incluciing, but
not limited to."
Note-Throughout this document italicized text represents OBP language not yet
discussed by the CLEC-Qwest Re-Design Team.
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oAt the monthly empCMP meeting following the completion of the business and system
requirer§1 ents,8Qwest will conduct a packaging disco which may..in9L4.s=!§_i@QLaQMQ
options based on any afj n ities between candidates on the release candidate list. Tthe newly
packaged list oj_s5QjI'gl._wiII t;e_..used as the release candidate list during the desi9.dd1es;Qf..a
release. oAt the monthly crnpCMP meeting following the completion of design,qQwest will
QQ.mmit..tQ..§..E.n.a.l..Ust.918r §>Rs for inclusion in the release. (WCOM COMMENT: PLEASE
CLARIFY? IT SOUNDS LIKE QWEST CANNOT PACKAGE CRS UNTIL THE BUSINESS
AND SYSTEM REQUIREMENTS PHASE IS COMPLETE WHICH IS AFTER PRIORITIZATION
HAS TAKEN PLACE...THUS IT IS CONCEIVABLE THAT CRS THAT MAY HAVE BEEN
CONSIDERED LOW PRIORITIZE COULD HAVE AFFINITY WITH A HIGH PRIORITY
CANDIDATE AND BY ASSOCIATING THE Two. A HIGHER PRIORITY CANDIDATE MAY
NOT MAKE IT TO THE DESIGN PHASE BECAUSE OF THE PROCESS THAT WOULD BE IN
PLACE WHICH LOOKS AT PRIORITY ORDER. QUESTION: IS IT POSSIBLE FOR QWEST
TO PACKAGE CRS PRIOR TO THE PRIORITIZATION PHASE? IF so, WE COULD AVOID
THE ABOVE POSSIBILITY.)

using the initial release candidate list, Qwest will begin business and system rsquircmsrzts.
during the business and sy_stgg1srg_q4Le_rngnt eftertim e w c m may be generated (by classer

Qwest), with a request that the new are be considered for addition to the release candidate-listif
the cap body grants the request to consider the new ors for addition to the release-candidete
list, the initial release candidate list and the new ors will be prioritized by clecc in accordance
with the agreed upon prioritization process (sao section xx).

ere which are intredueegi during business and system requirements phase wt! ! be rev iewed by
Qwest to size the requirements effort. if the roquiromonte work effort cannot be completedby4l=l4:
end of system requirements, the Cr willnot be eligible for the relcaee and will be returned to the
pool of Cr: that are available for prioritization in the next eye interface rdeaee.

MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
DRAFT _ Revised 10-16-01, 10-3-01, 9-20-01, 11-1-01, 11-8-0],,l_1-16-01,

11-29-01, 12-10_01,12_19-01, 01-0a-02, 02-07-02
be generated (by ale<asCLECs or qw e s t ) , with a request that the new or modified CRs be
g0_n§g 1eregjp_[_addition to the release candidate list (late added CRs). (WCOM
COMMENTS:CHANGE "INITIAL RELEASE CANDIDA TE LIST TO "RELEASE CANDIDATE
LIST.) lit the body grants the request to consider the late added-erCRs for addition to
the release candidate list, qwest will size the orCa's requirements work effort. lit the
requirements work effort, for the late added JsrQRs, can be c0_n3_pIeted by_ the end of system
requirements, the initial release candidate list and the new-crCRs will be prioritized by
clees ECs in accordance with the agreed upon prioritization p rocess gr
the requirements work effort, for the late addederCRs, cannot be completed by the end of
system requirements, the cr§. R will not be eligible for the release and will be returned to the pool
of erRs that are available for prioritization in the next-essOSS interface release.

I-if, in the course of the code and test effort,qQwest determines that it cannot complete the work
required to include a candidate in the planned release, eQwest will (AT&T Comment) discuss

I1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to~app1ication interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services Drovided by CLECs to their end usersthat are provided to CLECG.

2 Throughout this document, the terms "include(s)" and "including" mean "including but
not limited to."
Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.
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MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
DRAFT - Revised 10-16-01, 10-3-01, 9-20-01, 11_1-01, 11-8-011 11-16-01,

11-29-01. 12-10-01,12-19-01, 01-03-02, 02-07-02
advise-the GleGCLECs, in the next-emeCMp meeting, (AT&T Comment) eitheref the removal
of that cand idate from the list (AT&T Comment) or a delay in the release date to incorporate
that candidate. If the candidate is removed from the list, Qqwest will also advise the
eleesCLEQ§ as to whether or not the candidate could become a candidate for the next point
release, with appropriate disclosure as part of the current major release of theessOSS
interface. Aaltemativg , the candidate will i e returned to the pool Q_fJsrCRs that are available
for prioritization in the next ossOSS interface release.

when Qqwest has completed development of the4->ssOSS interface change,-qQwest will
relea§e..1_l3_e9ssoSS inter[g¢8_[gnc1ionaIity into12;Qs14s=ti°nfor Lise bytl1e§ l§ § s§ LECs .

H_lJpQn im9!s8n1enta1i0r\ of the9_§§Q§S interf§ @Le_Ie_a§§.L.
at the nextempCMP monthly meeting.

.Elma-=rcRs will bep[§§§8I§d for closure

From Master Rcd!ir::> 10 03 0*

ilihe-€LEG~-will-submit--the~Ghange-Request-Form-te~the-appropriate Qwest-GNIP-Manager
electronically as defined in the CR Form instructions.. Qwost will review the submitted shaogo
request for completeness.--Withintwe-(2-)-lausineseeays-of-receipt-Qwest-will-either request
information to ensure a complete request or wt!! return a tracking number for the change
request-flihietwilitae-done-via» email-te~the~originaitert-luHilithin4e*{~x}lausinessdalyeaWer-theGR
Tracking number has been assigned, Qwest will contact the CR originator to schedule
elarifisationoliseussionsitneeessaqne
Qwest will provide a response notification to the CLECGwithin x business days via ornaii and
will-be-posteeon-theI8MP websiteflhe-GRoriginator may request-a» eontereneeoalitaefoiethe
next scheduled CMP Meeting to discuss the provided response
Change-requests that have been-assignecla-traoking-numbor fourteen (1 4)-ealendar-4:lays» -prior
to the next prioritization meeting ii! be 'meiudcd on the spreadsheet of change requests
pending-initial-ratiFlg=

Within-twenty-one-I2-1~)4alendamslaye-after-the change roquont is sobmittedTQwest~wiH~provide
a preliminary assessment indicating one of the following:

DThc change request is accepted and is a candidate for prioritization (sea Prioritization section).
Qlhesh-angerequeetiweijacted-ané %e reason for rojoctien.

All-valid-change4Fequeste-and-thsshange--request-logwillbepasted-cn Qwof.t'c website.

Gl=Ecc may eubmit-a4o4=mal-reques:-taQwest~ta4e-rato a change roqoest-oa-Iator than fourteen
(14) ca!andardays prior to the next prioritization review. The request must induce a readen-for
I=eq+1es1iHe4l=1e4@-FateflhierwilI-HGH=4a4ly-b@4!QHe#ia-@-mail» 4@-Qweswiih-a-4Qpv t o all Chang e

Management team membora.

1 Throughout this document, OSS Interfaces are defined as existing or newgateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthnt are provided to CLECs.

2 Throughout this document, the terms "include[s)" and "including" mean "including, but
not limited to."
Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re~Deslgn Team.
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CLEC initiated requests are Typo 5, except when the proposal change has an impact on :J
regulatory mandate, e.g. rnetrice.. Change~l=equeste-that-h-ave impact °tHeswawaH==#1anda#es
are-3Fype2

Prcvidcr Originated Requests

Provider initiated requests are Typo 4, except when the propered change has an impact on-.-a
regWatery-n4andate»eg n1et4ies~--Gba|nge4equests-that-have-impa<st~on~regu!atory~mandates
are Type ".

Type 4 requests willbe made available teaCLEC 8ml; least fourteen (14) calendardays prior to a
seheduled~pFiar-itizatian-reviewu-the-Iliype-4»Jahaloge4equests,--except-these-4hat~al=e-reIated~t9
now products or services, are prioritized by CLECs with Type 5 change requests (see

-lf-Qwest-anoauoses-a~new-intelriase-lae=fereapplisable-guidelines-are4inalized-at-the-appropriate
industry forums, Qwest will review the Tina! guidelines when they are issued. The 'evie will
deiernflineany-alteratians-that may be r1eeessal1y~feseemplianse~with-the-#inaiized-Fequirements
and wit! work the changes within the guidelines sf the CMP. Qwest will review its system
requirements-and-.-prevideknswn-exee~ptiensteindustryguidelinas

1 Throughout this document, OSS Interfaces are defined as existing or newgateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat are provided to CLECG.

2 Throughout this document, the terms "inc1ude(s}" and "including" mean "including, but
not limited to."
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Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.
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"""*"*3"*' M A S T E R R E D - L I N E D C L E C - Q W E S T C M P  R E - D E S I G N  F R A M E W O R K
@ 8 4 4  D R A F T -  R e v i s e d 1 0 - 1 6 - 0 1 ,  1 0 _ . a - 0 1 , 9 - z 0 - 0 1 ,  1 1 - 1 - 0 1 , 1 1 - 8 - 0 1 . 4 - 1 6 - 0 1 ,

1 1 - 2 9 - 0 1 , 1 2 - 1 0 _ 0 1 . 1 2 - 1 9 - 0 1 ,  0 1 - 0 a - 0 2 , 0 2 - 0 7 - 0 2

3 . 2  C L E C  P R O D U C T I P R O C E S S  C H A N G E  R E Q U E S T  I N I T I A T I O N  P R O C E S S

L{..a_cLEc wants_Qwest to change a_.l8roductfprocess t[;g8_cLEc e-mails qggmpleted Change
Request (CR) Form to the Qwest Product Process CMP Manager. Within 2 business days
T e stisProductIProc§§s CMP Managerrgviews CR for c0;.Lg.eteness, and reggasts additional
information from the CRee originator, if necessary,-. within two (2) business days after Qqwest
@ ;given__-acomplete CR:

_]'he QqmL@§! CMP manage;
Qatabase.
] ' h e  Q w e s t  C l y!.E_M a n a g e r  f o r m_g;cj§  t h e C R  t o  t h e  QM ?  G r o u p  M a n a ge ,

T t h e  Q q w e s t  C M P e m p  m a n e  ~ e r  s e n d s a c k n o w l e d g m e n t  o f  r e c e i p t  t o t h e  C R  s u b m i t t e r a n d

g p g g t e s - t h e  C M p e n 4 p ; D a t a b _ a s e .

.ggsigns a CR Ny m.Q§8 and- logs tb_\8.QB into the CMP

Wwithin t\ng..L2_Lbusiness daxag iier ACKNOWLEDGMENT,

]̀ he QwestQM.EJYl_anaqer posts the compkate CR..tg..the CMP Web gil?
The CMR Group Manager assigns a Change Request Project Manager (CRPM) Eng

identities the apJ:1,Q.Qriata_Dire<=tor @§Q.Qn.§i_49 for the CR.
T h e  C R P M  o b t a i n s  f r o m  t h e  D i r e c t o r  t h e  n a m e s  o f  t h e  a s s i g n e d  S u b j e c t  M a t t e r  E x p e r t ( s )

.(_S M E ) .

t h e  C R P M e l = p m  a l l  p r o v i d e  a  c o p y  o f  t h e  d e t a i l e d  C R  r e p o r t  t o  t h e  C R e r  o r i g i n a t o r  w h i c h

i n c lu d e s  t h e  f o l l o wi n g  i n f o r m a t i o n

• D e s c r i p t i o n  o f  C R e e

g_r1Qin a t i n g  C L E C 4 e e

a s s i g n e d  C R P M e r p m

s i g n e d _C R e r  n u m b e r

d e s i g n a t e d  Q q w e s t  S M E s m e s  a n d  a s s o c i a t e d  d i r e c t o r ( s )

Within eight (8) business days after receipt of a complete CR<-sr, the CRPM Coordinates and
holds a Clarification Meetingjgith the Originating_QLEc and Qwe§ti§SMEs- uf the Qljginating
eleeCLEc is not available within the above specified time jame, then the clarification meeting
will be held a;g_mutually agreed__uQon time. Qqwest..wiII not Qrovidgi g sponse to a CR41until

a clarification meeting has been held.

At the Clarification Meeting, Qwest and the Originating CLEC review the submitted CR, validate
the into_nt of the originating CLEC's CR, Qlaxifv all aspects_

igl§ntify allquestiQn§*to beanswered,

I1 Throughout this document, OSS Interfaces are defined as .existing or newgateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end useratha* are prove*ed to CLEC:.

2 Throughout this document, the terms "Mclude[s)" and "including" mean "including, but
not limited to."
N o t e - T h r o u g h o u t  t h i s  d o c u m e n t  i t a l i c i z e d  t e x t  r e p r e s e n t s  O B F  l a n g u a g e  n o t  y e t
d i s c u s s e d  b y t h e  C L E C - Q w e s t  R e - D e s i 9  T e a m .

I
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MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
DRAFT 11Revised 10-16-01, 10-3-01, 9-zo_01, 11-1-01, 11-8-01, 11-16-01,

11-29-01, 12-10-01.12-19-01. 01-03-02, 02-07-02
and determine deliverables to be produced . .a&er the clarification meeting has been held, The
CRPM willgggggment and issue m ing minutes wit@.n.tiye.(5) business daysBlJSlNES'-8
DAYS. Qwest's SME will internally identify options and potential solutions to the CR
CRs received three (3) weeks prior to the next scheduled CMP meetingTHREE (3) WEEKS
PRIOR JO THE NExlli SCHEDULED cap mEETiNG will be presented at that£l2l=lAI- CMP
Meeting. CRel=s that*§[§ not submitted _by..tljl§above spe cified cu1z9fi_(8t€ may be presented at
that empCMP meeting as a walk-on item with current status. The Originating CLEC will present
it§.,Q R and provide any business reasons fqr the CR. Items or iss_4§§.ig1 entified during the
previously held Clarification Meeting will be relayed. Then, participating CLECs will be given the
_qppggunityjo comment 0;1_.t.h§.. QR and subseqg;nt..glgrifications. Clarifications ant@r
modifications related to the CR will be incorporated. Qwest's SME will present options and
potential solutions to the CR. QQl1§§n sus will be obtainegilrgm the padicipating cL_ECs as to the
appropriate direction/solution for Qwest's SME to take in responding to the CR.

Subsequently, Qwest will developa draft response based on the discussion-from the Monthly
QM? Meeting.-. Qwest'.§_Responseswill be:
• "Accepted" (Qwest will implement IMPLEMENT the CLEC request) with position stated, or

EQerJi§s1_'L(Qwest will r_Qt..i.mQl§mer1t the_cLEc regugst) with i245 for thgggnel. including
reference to substantiating material.

Aat least one (1) week prior to the next scheduledennpCMP meeting, The CRPM will have the
Le§QQnse posted to thgjlygb, added to CME{..Q_a;abase, and willn_<3i1'y...gg_QLECs via email

All Qw_g§_L_l3g§pggses will Hg_p_[§§§£§§d at the next solgggglgg enllpCMPmeetj.[1g-_l;!y-Qwest, who
will conduct a walk through of the response. Participating CLECs will be provided the
ggportunity to discg,l§§,-5l-iri .and commgggon Qwest's ResoQn§§

Base_q...g!]_.1l3.e comments n8Q§iyed from the Mon [y_meeting, Qwest' m_a:¢._zeyise its response
and issue a modified response at the next monthly CMP meeting. within ten (10) businessdays
after the ennpCMP meeting, Qqyy_§§I_wilI notify the-GleccLEcs of Qqwest's inten;..tg.;modify its
response.

If the CLECs -Ddo not accept Qwest's response, any4-:lecCLEC can elect to escalate the CR in
accord8_[1ge_with the agreeqgpon empCMp Escalationor dispute resoIutioQ.j?rocedures. If tIp
originating CLEC does not agree with the determination to escalate or pursue the
disputeDlSl2lJ1E_[gsolution, it may_mthdraw its participatiggljijgm the CR and any_gQ1er CLEC
may become responsible for pursuingpURSU!NG the CR upon providing written notice to the
Qqwest smpCMPmanager.

§[;l;e-QLECs do not acqepj Qwest's responsegngl do not intend t o  e s lle teor dispute at ti) ;
present time, they may request Qwest to status the CR as deferred. The CR will be statuses
Deferggggnd eleeCLECs &@!activate or close the__Q3 at a later date.

1 Throughout this document, OSS Interfaces are defined as existing or newgateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat are provided to CLECS.

2 Throughout this document, the terms "inc1ude(s)" and "including" mean "including, but
not limited to."
Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.

I
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MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
DRAFT _ Revised 10-16-01, 10_3_01, 9-20-011 11-1-01_,. 11-8-01, 11-16-_01,

11-29_01, 12-10-01.12-19-01, 01-03-02, 02-07-02

Me_QLECsj accentange of Qwesgs respgr l semay result in:
e The response answered the CR and no further action is required,
» e g sponse provides_a_n implementatiorrpiaggjor a prqguct Qr_mQs;§§s to be developed,
• Qwest Denied the CLEC CR and no further action is required by CLEC.

lit the sleeCLECs have accepted Qqwest's response, Qwest will provide notice of planned
implementation n accordance wi t n gme frames detined.i33.tbeJsnnpCMp. if rl§Q§§_$§[ y_ Qwest
may request that CLECs provide input during the development stage. Qwest will then deploy the
Qwest recommended-implementation._pl.en.§

Aafter_Qyg§st's revised/new jgggduct or process igpjaced into production CLECs-will have no
longer than so calendarCALEnDAR days to evaluate the effectiveness of Qwest's rev isedlnew
product, QLQtQ9§§s. provide -feeggack, and indicate rinsing; further action!§.£§QQired.
Ceontinual process improvement will be maintained.

Finally, the CR will be closed when eleeCLECs determine that no further action is required for
that CRee.

From Master Redline 10 08 01

I1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECS to their end usersthat arc provided to CLECs.

2 Throughout this document, the terms "include{s)" and "including" mean "including, but
not limited to"
Note-Throughout this document italicized text represents DBF language not yet
discussed by the CLEo-Qwest Re-Design Team.

I
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44.1

With a new interfa , CLECs and Qw_g8§!..-
of the OSS Interface.

It is recognized that the planning cycle for a new interface, of any type, may be greater than the
time originally allotted and that discussions between CLECs and Qwest may be held prior to the
announcement of the new interface.

The process for introducing a new interface will be part of the CMP. Introduction of a new OSS
interface may include an app ation-to-application 9_l8 Graphical User Interface (GUI) .

4.0 INTRODUCTION OF A NEW OSS INTERFACE

INTRGDUCTIBN oF A NEW-lNTERFACE
Qwest Proposed lntredustien of an ass Interface Process Revised 11 01 01

Mol §

Introduction of a New Application-to-Application
e)

MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
DRAFT -Q Revised 10-16-01, 10-3-01. 9-20-01, 11-1-01, 11-8-01, 11-16-01,

11-29-01, 12.-10-01\12- 19-01, 01-03-02, 02-07-02

Si

maxuiefine the scope of functionality introduce_d§§_Q@;t

InterfaccR::'ca*e Plgnpjn,

At least nine (9) months in advance of the target implementation date of a newapplication-to-
application interface, Qwest will issue a Release Announcement, post the Preliminary Interface
Implementation Plan on Qwest's web site. and may host a design and development meeting.
share the new interface plans via web site posting and CLEC notification.

4.1.1 Release Announcement
Where practicable, the Release Announcement and Preliminary Interface Implementation Plan
will include: Qwest wit!  share preliminary plane for the new interface, including:

Proposed functionality of the interfacejncluding whether the interface will replace artex l sn s
interface
Proposed detailed-implementation time l ine (e.g., milestone dates, CLEClpl=evider-Qwest
comment cyclolrocponeo turnaround dates)

• Proposed meeting date to review the Preliminary Interface Implementation Plan
E Provider constraints
• Exceptions to industry guidelines/standards,-ate i f applicable

Proposed CLEClprovider mectlmg plane
ERoquiremonte
ED:'.~cign & Development
Eflonnodivity and Firewall Rules

1-1
L-I

I1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application 'interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthut are provided to CLECG.

2 Throughout this document, the terms "inc1ude(s)" and "including" mean "including, but
not limited to."
Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.

I
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MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
DRAFT - Revised 10-16-01. 10-3-01, 9-20-01. 11-1-01. 11-8-011 11-16-01,

11-29-01, 12- 10-01.12-19-01, 01103-021 02-07-02
E'Test Planning
9-Planned Implementation Date

Change Control
4.1.2 412-CLEC Comments Qwest Response Cycle and Preliminary Implementation Plan

Review Meeting

I'r1_4

CLECs have fourteen (14) calendar days from the initial release announcement to provide
writtengggmmentsluuestigns on the d9_0u.mentation. Qw§§1_wiI1[es og5;l_.ggith written answers to
all CLEC issues within twenty-one (21) calendar days of the Initial Release Announcement.
Qwest __Mlj._._[eview the§e.._*issues at1c=L-..its implementation s<;hedu!.e_-.aL the PreLm1n_a!y
Implementation Plan Review Meeting approximatelytwentyeight (28) calendar days after the
InitialRelease_Announcement..

4.1.3 L_32 Initial Interface Technical Specifications

Qwestwill prggige draft techniggl specificatiqgggt least one !J.4ndred twenty (139) calendar g.gy_s
prior to implement ting the release. unless the CMP Exception Process (see Section xx) has
beeg3_..i31voked. lr;85.:l;1ition, Qwe§t__w§.ll confirm t_he__§9hedul§  for_tb_e_w -throu@_.q technical
specifications, aneCLEC comments, andQwest response cycle.

4.1.4 1 8 1 Initial Notification Content

•

This notification willcontain:
| _ !3u_t1a9§§

Logistical information (including a conference line) for walk-through
Ref Renee to draft tegnnggl specifications,_orweb site
Additional pertinent material

...QLEC Com;n_e_nt/QwestResponse cycle
DraftConnectivity and FirewallRules
Draft.Test Plan

4.1.5 L43 Walk_ t rough of Dr_;{t_.lnterface Technical Specifications
Qwest will sponsor a walk through, including the appropriate internal subject matter experts
.(_slyl E88me8)_ Qeginning onehundred and ten (]..1_Q)_9?lengl8;.-_gays prior to_implementatiol8
(AT&T Comment) and end ing one-nundred and s ix (106) ca lendar days pr io r  to
implementation. A_.gg@k through will afford CLEC S.m_Es the °ppoLtunitv to ask questions and
discuss specific requirements with Qwest's technical team. CLECs are encouraged to invite their
technical_gx_perts, sys§n3_s_grchitects, angj-esggners, t°_att§nd the walk th_...-..."Qu_Qh-

1 Throughout this document, OSS Interfaces are defined as existing or newgateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECS to their end usersthat are provided to CLECD.

2 Throughout this document, the terms "include(s)" and "including" mean "including, but
not limited to."
Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.
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*I MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
- i DRAFT - Revised g0-16-01,.;0-a.-01, 9-2o-g 11-1-01, 11-8-01_, 11-16-g_1,

11-29-01, 12-10-01,12-19-01, 01-oa-oz, 02-07-02
4.1.6 l=43.1-- Conduct Walk-through
Qwest il.[._Iead the reQ§yy_of technion_q__§p§gj cations. Qglqest technical egggerts will ansyyer the
CLEC SMEs' questions. Qwest will capture action items such as requests for further clarification.
Qwest wi l lg l lgw-u  Qn all qgtigp item§8';Q_[;g§ify CLECs o[ _rg§Q_Qnsog 100 gglgndar days pi le ;
teimplementatien-.

g n m . - . w .

4.1.7 L54 CLEC4 Comments on Draft Interface Technical Sp_ecifications

If the CLEC identifies issues or requires clarification, the CLEC meet sends-written-response
comments/Qgi lgems t9_Qg_§y§1§ms CMP Mgrggger ng Iaterihen. one-hundred and four (1Q4)
calendar days prior to implementation.

4.1.8 L85 QwestWESI Response to Comments

Qw§§_t...yy iII rev iew and gespond with ant igen answers__tg...g.lLCLEC commentsg ggcems
and action items captured at the walk through, no later than one hundred (100) calendar days
p r i o r  t o  implementation. .]]be  answer s  wi!!...-_be shared yyit l ;_al l  Cl,ECs._u ss t he  CL§Q§
<1uestion(s) are marked proprietary. Any changes that may occur as a result of  the responses

lriilL.b_e di§Mt>y_t§§!_.t 9 al l  CLECS in__t!Js5=_.tin=1..n° ti t is;§tiQ n letLeL_Me__.n_Qtl&s=Qi0r\ wiI!_-in9lude Lh_e
descript ion of f  any change(s) made as a resul t  of  CLEC comments.  The change(s) wi l l  be
refle_<3§Q-.in. 1 h e j_nal..Le§hni§aI s pecifications.

is U.§§.» -..._

4.1.9 L76 Final Interface Technipai Specification;

Generally, nQ...i¢ss than 0neh4n5i1f2d (100) calendar day§JMQr_.tQ the ingplementgtign of the new
interface, Qwest will issue the Final Release Requirements to CLECs via web site posting and a
CLEC notification. (WCOM COMMENT: WHY IS THE TERM "GENERALLY" INSERTED
HERE? THERE SHOULD BE SPECIFIED RELEASE NOTICE DATES FOR INTERFACE
TECHNICAL SPECIFICATIONS.)

Final ReIeas\8_.Requirements wil l jnclude:

Cc nrloctfvity and Firewall Ru!os

Final Notification Letter, including:

I1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat arc provided to CLECG.

2 Throughout this document, the terms "include(s}" and "including mean "including but
not limited to."

I

Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.
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MASTERRED-LINED CLEC-QWEST CMP RE-DESIGNFRAMEWORK
DRAFT - Revised 10-16-01,10-3-01. 9-20-01,11-1-01, 11_8-01, 11-16-01\

11-29-01, 12-10-01.12-19-01, 01-03-021 02-07-02

glaarlggs from Qwesresponse to gggyments or3._Qraft Technical• Summ_an.-.9i.-
Specilications
liannlcable.Indication of type ofQhaneeie-.s
change, clarity-cation change)
Purpose
Reference to final technical specifications, or web site
Additionalpertinentmaterial
Final Connectivity and FirewallRules
FinalTestPlan_Qnslyginsggint Testing Period)
Release date

qgcumentationgpange, busi@§ £ ule

LE Content»e£FlmaH\lotiiiezatiolirlietier

The Final RalaaseJuvil4~ineIude4he-follewingg

Summary of changes~fram-Qweswespenseiasomnnents
Indication of . of clla3g_g§___9g._L documentation change, bq§LI8§§_§_£ule change, claritiogtion

change)

Changed rQs1uii8n;=Q:»¢_§_Q.==a@= from initial n¢¢i¢Q,._Q£__r9§£e-14,82 to web site for final tcchnicai

speeifeaiians
199999 period
Rdeasa-date

Qwest's planned implementation date will not be sooner than one hundred (100) calendar days
from the dog-Q-f the fjna_Lrelea§¢3e_quirementsun c the exception process has..pQgn..inyQ.3ed.
The implementation time line for the release will not begin until final specifications are provides.
Production Support type .Qr n§x..§hanqes within the thiriv (30l§al.e.nsta;_Qay test wiL1s.10v~i_<;a§
Qgcur without advance notification but will be posted within 24 hours of the change.

II=h2~GLEGan4Qwest~£ammentslRespoosesWemmeots

Uponreview of the preliminary plans for the interface if the CLEC wishes to provide feedback
the CLEC must sand a written roeponse to Qwoct. These responses must be provided no later
than seven (7) eateredar days prior to the first schedtdedmeeting. The CLEC's response will
specify the CLEC'e questions, issues and any alternative recommendations.
CLEC: may provide feedback to Qwest during CLEClprovider meetings. Additional CLEC
feedback may be providedin accordance with the dates outlined inthe detailedimpternentation

!t!.Previd::r Rc:;:en:a:.*!£.lemmcnts

I1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat are provided to CLECs.

2 Throughout this document, the terms "include(s)"' and "including" mean "including, but
not limited to." .
Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.
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GLECS via web site posting and a carrier GLEC notification.
Qwest wt!! provide a Fires! Release Armounccmont to the CLECE via web site posting and a
carrier notification.
4.2 Introduction of a New GUI
Q_w9st will issue a Release Notification fort3L_fjve (45) Q§len9ar_Q8=ly§,.ii1.

Production Date. This will include:

Qwest will maintain both a proprietary and non proprietary issue log containingCLEC comments
and Qwest responses. This non proprietary issue log will be posted to Qwest's web site upon
receipt of CLEC feedback. Qwest will respond to the CLEC feedback in accordance with the
date outlined in the detailed implementation time line. Qwest will also eommunicme its base
line interface development plans via web cite posting and CLEC netilicatien in accordance with
the dates outlined in the detailed implementation time line.

MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
DRAFT - Revised 10-16-01, 10-a-01, 9-20-01, 11-1-01, 11-8-01, 11-16-01,

11-29-01, 12-10-01,12-19-01, 01-03-02, 02-07-02

advance Q.f_!h§-_B§1e_a_§@

Proposed functionality of the interface including whether the new interface will replace an
§2$l§Ij8!.jDl§[f§_9.§.=
Implementation time line (e.g., milestone dates, CLEClQwest comment cycle, Interface
overview date)
lm Cementation date
Logistics for 41 InterfaceOverview

8LLe@§t-MQ.
a new GUI in

ei9Nti§ai9s;l;8.l_18§t§§!Qn_ci8_r.d_ax§.in a_dvance3j_th_e target implementation dat¢ f
terrace, Qwest will issue a Release Announcementvpest-the-interface-Ovewiewen

Qyvest's web site and may font a design and devel0l;m9nt_m.QQtin9.-._..At_§-...-in
Announcement will includes

minim .R§!.§§§.e

• Draft User Guide
Prepes9_d-funetiooatity of the intesfaee
Implementation tim Iino (o.g., milontono dates, CLEC/Qwest commenlgyggj

Proposed CLEC/Qwost moating to roviaw the Interface Overview.
mum CLEG mplementatiel=1» ~requi4fements~(eg-hardwarersoftwavecon-neetivity-,-Wrewalkrules,

9898)
• How and When Training will be administered
implementation date (WCOM COMMENT: WHAT ABOUT IMPLEMENTATION DATE AND

INTERFACE OVERVIEW SCHEDULE?)

4.2.1 ILA-Interface Overview

I1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
app1ication-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat are provided to CLECQ.

2 Throughout this document, the terms "inc1ude(s)" and "including" mean "including, but
not limited to."
Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEc-Qwest Re-Design Team.

I
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MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
DRAFT Revised 1_0-16-01,_.10_-3-01, 9-20-01, 11-1-01! 11-8-01, 1k16-01\

11-29.01, 12-10-01,12- 19-01, 01-03-021 02-07-02

The Interface Overview meeting should be held no later than twenty- seven (27) calendar days
prior ti the Release_l2roduction_jQate. At the meeting Qwest will present an overview of the new
interface.

4.2.2 ll-.24-cLEc Comments and Qwest Response

At least twenty-five (25)no-merethaniour-14; calendar days prior to the Release Production
Qate [AT&T Comment: we should define this in the Master Redline. If it is already on the
list as a term we need to define, that's fine.jliollewing4he-Release iinneuneenrlent CLECs
must jpnuard thei.l;_writteg_g:_0.rg;ments ang_ooncem_§g_u_0§tiono to Qwest. Qwest wilLconsider
eleeCLEC comments and may address them-Qwest-will-respond to CLE¢}eemments with the
release of the Final Notification. at the interface Overview Moetinq.

lIT2-lntel=fac&-Overview
first echcqglgd mecting_8;hou!d be; MY no lea: than eovcn (7) cdondar days following

Qwestls-netieeissuaneo. At the n4eeiing-Qwest-wiltshal=e-anovenfie Ne4ew4r+:e4a2-ze,

Respvanseto-G1=E-G-Gemments

}8!'9_EP$€€l iQ1Q§¥ll¥€*FI\t8tiQQ_.ti¥°F1€liF}B

4.2.3 ITS-Final Notificatiqg

Qs_vest vvil!-i§sue_e_@§l._nQL;e nQ..!§§_s Rh
Release Production implementatiepfdate. The

sQalendar-1g4
final notice wiH induce:

Qas p_|;iQr 4Eb?

A summary of changes from the initial notice, including type of changes (e.g., documentation
gggnge, clariiiggtion, business rule Eng
Final User Guide
Final TLQMHQ infomlat@
Final Implementation date.

1 Throughout this document, OSS Interfaces are defined as existing or newgateways (including
app1ication»to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthnt are provided to C-LECG.

2 Throughout this document, the terms "inc1ude{s)" and "including mean "including, but
not limited to."
Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.
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MASTER REl)-LlNED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
DRAFT - Revised 10-16-01, 10-3-01. 9-20-01, 11-1-01, 11-8-01, 11-16-01,

11-29-01. 12-10-01,12..-19-011 01-03-021 02-07-02

Language' 1009 o1iEwsED 10 1801 lo so of

5.0 CHANGE TO EXISTING OSS INTERFACES

Pre-order, Ord rapplicotion to application Change Procooo (Astion4tam#)
As part of its development view, Qwest will prepare a preliminary packagoof the required
changes and will share these plane at ochodulod change management meetings.
At the first enapCMPG.MP systems monthly meeting of each quarter, qwest will also provide a
rolling twelve (412) month t~bc-1 view of its essOSS interface development schedule. (AT&T
Comment) (including proposed new releases, new interfaces and, to the extent possible,
retirement of existing interfaces).[AT&T Comment: if there is another place where the
rolling 12 month view is discussed, we could put this clarifier there, but this is the only
place I have seen it so far.]

1

action-Mem; requiring coding changes to the CLEC interfaces within a calendar year.

Q_west standard operating practice is to implement :3 major releases and 3 point releases (for
MA only)_..within a calendar year. Unless mandated as a Regttlatory Change, .Qwest will

implement no more than four (4) releases per (ATs.T Comment) MA OSS Interface (AT&T
Comment) [and no more than two (2) released for other ass lnterfaces.}{AT8» .T to check -

The
Malol;_rel.e.ase changes sl1Q4ld occur no 1ess t l l arl three (3) m0ntl3§ apart. (WCOM COMMENT:
IF THIS CLAUSE IS REQUIRED FOR MA RELEASES ONLY, THERE SHOULD BE
LANGUAGE TO ADDRESS THE RELEASE CYCLES OF OTHER O$ss INCLUDED IN THIS
DOCUMENT.) [AT&T Comment: Qwest was to determine whether it  can agree to 2
releases on interfaces other than the lllllA.]

dates Qwest will support the previous major interconnect Mmediated Aaocess (imalMA)

Application-to-Application OSS Interface
Qwest should make available two (2) versions of an nterfaco between the sunrise and sunset

ma
EDI release for six (6) months after the subsequent majQr_q;8r3§rea4lMA EDI release has been
implemented.

Past version§... of -ima--eeilM4..~...§DI will only be .rggdif ied as a result of production support
changes. (AT&T Comment) When such production support changes are made, Qwest will
also modify the .related documen_tation..WilI be implelemented in past versions of ma edi.  All
other changes become candidates for future ma edeMA EDI releases.

I1 Throughout this document, ass Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services croWded by CLECs to their end usersthat are provided to CLECs.

2 Throughout this document, the terms "inc1ude(s)" and "including" mean "including, but
not limited to."
Note-Throughout this document italicized text represents OBF Language not yet
discussed by the CLEc-Qwest Re-Design Team.

I
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MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
DRAFT- Revised 10-16-01. 10-8-01, 9-20-01. 11-1-01. 11_8-01, 11-16-01,

11-29-01, 12-10-01,12-19-01, 01-03-02: 02-07-02
Qwest makes one version of the Electronic Biaonding-Ttrouble Aadministration (abtaEBTA) and
billing interfaces available at any given time, and v\QI!.....not any previous v_e.c80ns.
(WCOM COMMENT: BECAUSE QWEST DOES NOT SUPPORT VERSIONING FOR EBTA
OR BILLING INTERFACES. THE REDESIGN TEAM NEEDS TO MAKE SURE THAT THE
RELEASE NOTIFICATIONS FOR THESE INTERFACES ARE PROVIDED TIMELY ENOUGH
THAT REQUIREMENTS CAN BE IMPLEMENTED BY CLECS PRIOR TO THE
IMPLEMENTATION OF THE NEWEST RELEASE.)

"WEB

I

Unless-mandated,--Qwest-will--implemenl-ne--nnera~than four (4) releases requiring ceding
changoc to the CLEC intorfacoc within a calendar year. These changes should occur no loss
than-thl=ee{3}months-apal=t=

LL Version-ing of TYPE 1 Change:

For WPE 1 changes, the vereicn number will net be incremented and will let cause the oldest
def version of the current vcreicn Te be retired as a result of the implemented fix.

ll.lL Versioning of T¥PE-2 Changes

For TYPE 2 changes that must occur between regularly scheduled reloaooo, Qwest will not
retie the oldest version in order to implement the TYPE Zchange. The TYPE 2 change will be
implemented as either a dot roloaoo or a sub dot release of all versions (except a retired
version), unless the structure of the old version cou'd not accommodate teleTYPE 2 change or
the old version is scheduled to be retired within the next six months.

l i-the--ll3¥P E 2 charego resul ts in an interface implementat ion,  before appi iaablo industry
guideline are finalized at the appropriate industry forums, dot roleaoo Versioning is issued. An
oxampio of dot Versioning of 44\-PRQMDER1SQWEST'S LSOG issue 5 implementation is V5.1.

lf-the WPE 2 change results in an interface implementation that is in !ire with industry
eubdot rcleaco voreioning 'c issued. An cxamplo ¢>f cub dot roloasc <>f A

PRGMlDER1SQWEST'S LSOG Issue 5 implementation is V5.0.1.

TYPE 2 changes that occur at the tim of a regularly scheduled roloaoe will be made in all
versions (except a retired version). If the structure or  i n tent  et  the o ld v ersion cannot
accommodate the change then, v ia the Prioritization procoso n j<>in:pRownERQwEsT /GLEQ
decision is made that the mcmdato should not be implemented in an old voroion.

I

lI»L-Versioning-of-T¥pE4 fI'~ang~'

I1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end userothat are provided to CLECG.

2 Throughout this document, the terms ° 'inc1ude(s]" and "including" mean "including, but
not limited to."
Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.

I
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lV.Versioning of T¥RE-4»AND 11¥PE-5 ffhangcs

. Intaroonnect-mediatee\aGeesst{ima}-innapguiIMA GUI changes for a pre-order or ordering-gui
will be @demented_gt_the same..Qg;\e as in Mtggg MA EDI [g.Iease.

Graphical User Interface (GUI)
Qwest makes one version of a guiGUI available at any .given time and will not support
previous versions. (WCOM COMMENT: WOULD IT NOT BE FAIR TO SAY THAT QWEST
CANNOT SUPPORT VERSIONS OF ITS MA GUI INTERFACE BECAUSE ITIS A INTERNET
CONNECTION? THUS THERE IS A DIFFERENCEWHEN YOU CONSIDER THE ABILITY TO
SUPPORT VERSIONS (EBTA & BILLING) AND THE INABILITY TO SUPPORT VERSIONS.

coM BELIEVES THIS NEEDS TO BE MADE CLEAR.)

5.1

lf-the-I-YPE 4 OR TVPE 5 change results in an interface implementation that is in line with
industry guidelines, sub dot release Versioning is issued. An example cf sub dot release of
PROVlDER'S LSOGQWEST'S Issue 5 implementation is V5.0.1.

TYPE 4-ANDJIMPE 5 changes-wil! be implemented as a sub dot rclcaso o* all versions, unless
the structure of the ad version mannot acoommodae THE TYPE 4 OR TYPE 5 change.

MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
DRAFT - Revised 10-16-01, 10-3-01, 9-20-01. 11-1_01, 11_8-01, 11-16-01,

11-29-01, 12-10-01,12-19-01, 01-03-021 02-07-02
For TYpE»~3changaa, the base vcrs:'or\ idcrVity should flaw the LSOG issue identity. Far
cxamplo, Rh+:> first rc!ea'8:> of PROVll3?1ER'SQWEST'S LSOG Issuer 5 implementation should be
t.¢5-.4

If the :WPE 4 OR TYPE 5 change results in an interface implementation, before applicable
industry guidelines am finalized at the appropriate industry forums, dot roleaeo Versioning is
issued. An example of dot Versioning of A PROVlDER'SQWEST'S LsoG Issue 5
implementation in V5.1.

Requi4=emeotsReview-Application-to-Application Interface (AT&T Comment)

~)

_..._3gy

]this section describes thg.timelines bengt Qwest, Eng_any CLEM_ghoosing to implement on._tl19
Qwest Release Production Date (date the Qwest release is available for_ use (AT&T Comment)
by CLECs). willadhere to girl_gb_anging existing interfaces. 'For any Q_LEC not choosing to
implement on the Qwest Release Production Date, Qwest and the CLEC will negotiate a
mutually agreed to QLEC implementation timeline, includingtesting.

1 For a CLEC converting from a prior release, the CLEC implementation date can be no earlier
than the weekend after the Qwest Release Production Date, if production LSR conversion is
required.

I1 Throughout this document, OSS Interfaces are defined as erdsting or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat are provided to CLECs.

2 Throughout this document, the terms "include{s)" and "including" mean "i.ncluding, but
not limitedto."
Note-Throughout this document italicized text represents DBF language not yet
discussed by the CLEC-Qwest Re-Design Team.

I
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MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
DRAFT _ Revised 10-16-01. 10-3-01, 9-20-01. 11_1-01, 11-8-01. 11-16-01,

11-29-01, 12-10-01.12_19-01. 01-03-02, 02-07-02
v45.1.1Draft Interface ReleaseRequiremeotsTechnical Specifications [make sure CR

process and this pr0ce§§_@r§link9Qn.nQp§L!y_Ln_._Un_a!...Q 0cumentl

Prior to Qwest implementing a new interface or a change to an existing interface, Qwest will
notify CLECs of the draft *eieaeo "oquiromontsTtechnical speeif+eationsSpecifications. (WCOM
COMMENT: LANGUAGE SHOULD BE ADDED THAT INDICATES ANY CLEC AFFECTING
CHANGE QWEST WILL HAVE FORMALLY SUBMITTED THROUGH THE CR PROCESS.)

Notification and oonfurmation time lines forTYPE 1 are determined on an individual casa basis
based on the severity of the problem.

Notifications for TYPE 2 changesare based on applicable law and I or regulatory rules.

TYPE time lines are based on CLEC /PROVIDER QWEST agreement in with the
rdiout of nations! guidelines, obied to any overriding regulatory obligations.

Generally, a Typo 4 and Typo 5 change notification will occur at least 73 calendar days prior to
implementing the change. Draft business rules l tcchn'coi cpociticzrionc will be produced and
distributed to CLECs 66 calendar days prior to implementation. CLECS have fifteen (15)
calendar days from the initial publication of draft documentation to provide comments I questions
on the documentation. Change confirmation will occur 45 calcndor days prior to implomontatiorl
through publication of final bucinocc ruloo I tochnicol cpociticationc.

Qwest will provide draft technical specifications .at..l§§§t_§§y_e.r1iy;tb1@ (73) calendar days pri g
implementing the release unless the exception process ) has been invoked.
Technical specif ications are documents that provide information the CLECs need to code the
interface. CLECle4ss have eighteen (185) calendar days f rom the mal  publ icat ion of  draf t
technical specifications..tQ..Q[_gvigg1il_[Q_eQ5;gmmentslquestions o_ n  1 ;document8ion.

For TYP_E 4 OR TYPE 5 change requests more or less notification may be provided based on
ccvcrity and the impact of the changsha. For example, Qwest can implement the change in loco
than 45 calendar days.

Documentation of  now or rcv 'eod error meeaagea associated with _Top<> 4 or Typo 5 change
requests will be provided no later than 30 calendar days: prior to implementation data.

¥1=5.1.2 Content of Draft Interface ReleaseRequir@montsTechnical Specifications

The Notification letter will contain:

I1 Throughout this document, OSS Interfaces are defined as existing; or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat are provided to CLECG.

2 Throughout this document, the terms "ine1ude(s)" and "iricluding" mean "including, but
not limited to."
Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.

I
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MASTER RED-LINED cLEw-Qvlrssr CMP RE-DESIGN FRAMEWORK
DRAFT -~ Revised 10-16-_01, 10-a-01, 9-20-01, 11-1-01_,_11-844, 4-16-Q1,

11-29_01, 12-1_0-01,1239-01., 01-0a-02, 02-07-02
Written summary of change(s)
Target time frame for implementation

Draft (AT&T Comment) Technical Specifications documentation, or instructions on how to
access (AT&T Comment) the draft Technical Specifications documentation on the Web
site.Any cross reference to updated documentation such as the Ucerc Guide. This type of
documentation shoWn also include a summary of changes made to the document DRAFT
Dock¢v\EnTATron, GR INSTRUCTIONS ON HOW TO ACCESS DOCUMENTATION ON THF
WEB SITE. (WCOM COMMENT: NEED TO ADD DRAFT TECHNICAL SPECIFICATIONS
DOCUMENT.) [A T&T Comment' weren'f we going to say "Technical Specifications" here
and explain what they include, e.g., such as mapping? or were we to define "Technical
Specifications" in the term section of the Master Redfine?1

V-ll=5.1.3 Walk Through of Draft Interface RoleaseRequiromentsTechnical
Specifications I

I

__.........guestion§

If requested by one or more CLECs within fourteen (14) calendar days of receiving the initial
Release Requirements, Qwest will sponsor a walk through with the appropriate internal subject
matter exports. Qwest will hold this walk through no 'ate' than thirty (30) calendar days prior to
the scheduled irnplonientatien. Qwest will sponsor a walk throw ~h, including the apnroprg t g
internal supjg9_t_.matter _e;<pg[t§_. (SM§),*_ beginning sixty~eight (68) calendar days prior to
implementat ion and ending no lateness than f if tyeight (58) calendar days prior to
implementat ion. A e.lls..tbf° u9h _v1i.lLa;'f<>rd CLEQ__§M_ Es the o agrtunitv to ask .-_and
discuss specific requirements with Qwest's technical team. CLECs are encouraged to invite their
tsclmical e_xnert§Lal§!ems archi tects. and.. attendee wa!|;.tIJr° ur|_l1-q §$igr'1€|'$_LLQ-..-.M

5.1.3.1 ul.4-walk through Notif ication C@tent

This notificggipn wil l  cogggj.n_.
I

Purpose
Logistical information (including a conference line)

..Referenoe._tgdraft technical specificqtigns, or(AT&T Comment) reference to a web
site (AT&T Comment) with draft specifications
_éddi jional ren i tent material

I
I

5.1 .3.2 lll12-Qgpduct thg yValk-through
Qwest will lead the review of technical specifications-and-technical cpeciWaaltieos. Qwest
technic al experts w.§l_answer tl3§_cLEc SMEsj_guestions. Qwest will cgptgre action itsm§ such
as requests for further clarification. Qwest will follow-up on all action items and notifycLEcs of
responses 45 calendar days Drior to implementation.

I1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided be CLECs to their end usersthat are prowldcd to CLECG.

2 Throughout this document, the terms "inc1ude(s]" and "including" mean "including, but
not limited to."
Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEo-Qwest Re-Design Team.
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945.15

If the CLEC identifies issues or requires clarification, the CLEC must sendwritten oomments a
wrMe response to Qwcs* :Md the CLEC'a Account Manager QWEST AND THE CLE-CS
ACCOUNT the Shysters CM_E'_Manager no soonerlaterless -that fifty-tive (55)8 0a!§n.( ;1ar days
prior to implementation. Qwest must receive the CLEC's response seven (7) calendar days prior
to the date of the lr.i*ial Re!cosa Requirements. The response wt!! specify t!~e CLEC's
questions, issues and any other alternative recommendations for implementation.

Qwest will review and respond wt written answers to all CLEC issues, comments/concerns
NAHIFHLN-SEVEN (7) no waterless than forty-five (45) calendar days prior to implementation.  The
answers will be shared with all CLECs, unless the CLECs question(s) are marked .
Any changes that may occur as a result of the responses will be distributed to all CLECs in the
same notification letter. The_r1gt[tication wiL.in§l.4 de the desqr.ipti0n of any oh_ange(s) made_as_a
result of CLEC comments. The change(s) will be reflected in the final technical specifications.

VH1=5.1.4

l 2}W l " 3!W &£ 2 s a w w w

3 )

CLEC's Comments on Draft Interface Rclcazc RcquEr:m:ntsTechni¢:aI
Specifications

PRQVIDER QwestWESI Response to Comments

MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
DRAFT -. Revised 10-16-01, 10-3-01, .Q-20-01, 1.]l__0l_11-8-0] 1-16-01

11-29-Q_1, 12__10-01,12_19-00, 01-os-og, 02-07-02

945.1 .sFInal Interface Releas9Requil=ementsTechnical Specifications

The notification letter resulting from the CLEC's rosponco comments from the Initial Release
Notification will constitute the Final Roleoco RoquiromontsTechnicaI Specifications. [AT&T
Comment: We discussed that after the final specifications, there may be other changes
made to documentation or the coding that is documented in the form of addenda. is
there another place in the Master redline where this will be addressed since it probably
relates to new releases as well as new interfaces ZN

x45.1.7 Content of Final lotel=faceRelealseRequiremeotsnotification Letter

In addition to the content of interface initial release requirements, the_-Final Release will
include the following:

RQ.f_erence to Fing1.TechnicaI Spg q jjcations, or web site
Summargrsiehangeerfrem-Qvwest-reslaense44>eomments
Qyygst res 0r15e_!Q CLEC wmmQn §
Summary of changes from the prior release. including any changes made
CLEM_comments org_Q;aft Technical! §p§cifications

as a resul t  of

I1 Throughout this document, OSS Interfaces are defined as easting or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat are provided to CLECG.

2 Throughout this document, the terms "inc1ude(s)" and "including" mean "including, but
not limited to."
Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.
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J

changed

3/».~ MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
=nRA1="r- Revised 10-16-01, 10-3-01. 9-20-01, 11-1-01, 11-as-01, 11-16-01,

1_1-29-01._ 12_-10-Q1._12-19£L 01-Q3-022 02-Q7-02
Indication of type of change (e.g., documentation change, business rule change, clarification
change)

8€*T4"Q9£l'F@9*=li4'€F9€98'P3965
» Fir\a!..,iQit1t Test Plan inciuding transactions which have..
• Joint Testing PeriodJC)lnT TESTlNG PERIOQ
» Release date

interval bcfcrc implementation of releasel"1l.-J

Qwest's planned implementation date will not-be aLleast_seenes4han-forty-five (45) calendar
days from the date of the final release requirements, unless the exception process has been
Myalserl. Qwest will post notification to provider's web site to inform the GLECs of possible
impact to CLEC ordering ability. Qwest wit! post this information forty-tive (45) calendar days
prior to the scheduled implementation of such changes, if possible, but not less than thirty (30)
calendar days prior to implementation. The implementation time line for the release will not
begin until all related documentation is final specifications are provided._ Ergduction sunnsatt
type of Emergency changes that occur within the thirty (30) calendar day test window can that
occur without advance notification but will be posted within 24 hours of the change.

5.1.8 ,ggj8 t Testing Psa!i0d

Qwest vIII provide a thirty (30}- day test window for any CLEC who desires to with
Qwest prior to the Release Production Date (WCOM COMMENT: WHEN SATE IS
EMPLOYED BY A CLEC JOINT TESTING IS NOT REQUIRED, THUS PLEASE ADD
CLARIFYING LANGUAGE TO DISTINGUISH BETWEEN JOINT TESTING AND
AVAILABILITY TO TEST PRIOR TO IMPLEMENTATION. WE NEED TO ALSO BE
CONSISTENT WITH THE USE OF CLEC COMMENTS I CONCERNS.)

j ointly test

5.2 Requirements-Review-Graphical User Interface (GUI) (AT&T Comment) (also see
attached timeline)

5.2.1 Draft GUI Release Notice

Prior to implementation of et a new inteifaco or a change to an existing interface, Qwest will
notify_Ql,§Cs of the drgtjtlelease note§.§p_d the plannegl_..i.mplementatiQg_gj§j_e.

Notificatigglwill occur at je st twenty-onegjght (2-18) calendar days pri°r..i9 implemerlti[gg_the
release unless an exception process has been invoked. This notification mayvvill -include draft
geer guide information if necessg g

I1 Throughout this document, OSS Interfaces are defined as existing or newgateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECS to their end usersthat are provided to CLECG.

2 Throughout this document, the terms "inc1ude(s)" and "including" mean "including, but
not limited to."
Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.

I
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5.2.3 CLEC Comments on Draft Interface Release Notice
Any CLEC comnjgnts submitlecLig..yvriting to the Shysters CMP
COMMENT: WHEN ARE THESE COMMENTS DUE?)

MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
DRAFT - Revised 10-16-01. 10-3-01 ,  Q:-20-01 ,  11-1-01 ,1-234, 11-16-01,

11-29-01, 12-10-01,12-19-01, 01-03-02, 02-07-02
CLECs must may provide comments/questions on the documentation no Iauierless than
¢'LZtwenty-frve (3.9) calendar days prior to implementation.

•

Qnal notiqe._1§gLtherelease__;ggi.!1_be published-gg.
prior to production release datannplementaaien.

5.2.2

Summary of changes from Qwest response to comments
Indication of type of change (e.g., documentationchange, business rule change, c!ari&ca*ion

Gh2»Hse3
EChang4:~d requiromcntc pages

Roloaco data
Interval bcforo irnplcm=ntat§onof release

The notification will contain:

In addition to the content of .rztorface Initial Release Requiramonte, the Final Release will
indudo thy: following:

E

written summary of change(s)

Tars§t3it1_;e_I@me fquimplemsniation
Any cross-referenpe to draft documentation such as the user guide or revised user guide
asses...

Content of Draft Interface Release Notice

Jgast 1wenty~Qn§8f¥een (2181

M§![l3Qel'~

.~,9§Lendar days

(WCOM

5.2.4 Qwest Response to Comments
Qwest will ggsider cleeCLE§;__ggmments and .may address _fgvicw an4L.;gcpot1d wi*h
written-answers-t all-eIec-issuascommentsandLseneems-sega|4=ding-in the initial-tina! GUI
relegsgpotice within fo4[§N0 (42) calenggy-days (AT8.T Comment) after receipt of CLEC
comments.-Ihe-answene-will-he-sharodwith all e!oes=-unIess4he-eleequection (9) are marked
'§4;*sj féig. Any 9891900 that may__g9cur no a rosuj;_..pf the_responsgs will be di:trEbL.'ted to all
doc: 'm the e:1me9nai4=\e»ti§eation-lettela

=:[~g3;
. $ 1
. . . . z

FINAL-INTERFACE RELEASE NOTICE

1HE9NALNG #MQbLLETYER Wll=l=QQll~ls3Fl7l7u3FE~$FHE FINAL RELEASE NQTLCE.

1 Throughout this document, OSS Interfaces are defined as easting or newgateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat are provided to CLECQ.

2 Throughout this document, the terms "'inc1ude[s)" and "including" mean "including, but
notlimited to."
Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.
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MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
I DRAFT _ Revised 10-16-01, 10-3-01, 9-20-01, 11-1-01, 11-8-0l._,_11-16_£1.

11-29-01, 12-10-01,12_19-01, 01-03-021 02-07-02
5.2.5 Content of Final Interface rejgase Notice

.=!. 42'I

CLEC comments to the draft notice may be incorporated into the final notice, which shall
include:

Fina!.33_otifcation Leger
Summary of changes from deaR interface release notice
FinaLg§er guide (or revised pages)
Release date

Qwest's planned implementation date will oat-be no later sooner-than twenty-one iifzeen (21-15)
Q§1l9ndar.§avs.i£Qm the date..g.f_the final relga§e notice. Qvieat will post tl3i§-j_nforn1ati@*_p_n the
CMP without advance
notifi tion will be pggte-g within_g§_l3ours of the._§!;§nge. The...'n;lple mentatior1..time line fqllle
Lelease will not begin until all related documentation is provided.

web site. Production support type emergency changes that occur

1 Throughout this document, OSS Interfaces are defined as existing or newgateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat are provided to CLECG.

2 Throughout this document, the terms "include(s)" and "including" mean "including, but
not limited to."

l

Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.
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MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
DRAFT - Revised 10-16-01, 10-3-01, 9-z0-01, 11-1-01, 11-8-01, 11-16-01,

11-29-01, 12-10-01,12-19-01, 01-03-02, 02-07-02
S p  Q w e s t  p r o p o s e d  c h a n g e s  t o R E T I R E M E N T  O F  E X I S T I N G  O S S  I N T E R F A C E S

la n g u a g e  r e v is e d 18-31 -01 (reformatted) 11-01 -01

-The retirement of an existing OSS Interface occurs when Qwest ceases to accept transactions 1
using a specific OSS Interface. This may include the removal of a Graphical User Interface
(Gul) or a protocol transmission of information (Application-to-Application) interface.

6.1 Application-to-Application OSS Interface

X¥lN15.1.1 initial Retirement Plans
Application to Application Interface

At least nine (9) months before the retirement date of Application-to-Application interfaces,
Qwest will share the retirement plans via web site posting and CLEC notification. The scheduled
new interface is to be in a CLEC certified production release prior to the retirement of the older
interface.

Alternatively, Qwest may choose to retire an interface if there s no CLEC usage of that interface
for the most recent three (3) consecutive months. Qwest wilt provide thirty (30) calendar day
notification of the retirement via web posting and CLEC notification.

xues.1.2 Initial Retirement Notice to CLECs:

Initial Retirement Notices will include:

•

The rationale for retiring the OSS Interface
Available alternative interface options for existing functionality
The proposed detailed retirement time line (e.g., milestone dates, CLEC-Qwest comment
and response cycle)
Targeted retirement date

6.1.3 CLEC Comments to Initial Retirement Notice

CLEC comments to the Intiai Retirement Notice are due to Qwest no later than fifteen (15)
calendar days following the initial Retirement Notice.

6.1.3 Comparable Functionality

I1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
appiication-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect The pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by' CLECs to their end usersthut are provided to CLECG.

2 Throughout this document, the terms "inc1ude(s)" and "including" mean "including but
not limited to."

I

Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.
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MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
DRAFT -~ Revised 10-16-01,  10-3-01,  9 -20-01,  11-1- .g1L_;s -01,  4 -L5-01,

11-29-01, 12-10-01,12-19-01. 01-0s-02, 02-07-02
Unless otherwise agreed to by Qwest and a CLEC user, when Qwest announces the retirement
of an interface for which a comparable interface does or will exist, a CLEC user will not be
permitted to commence building to the retiring interface. CLEC users of the retiring interface will
be grandfathered until the retirement of the interface.. Qwest will ensure (AT&T Comment) that
an interface with Cgomparable Functionality is available no less than six months prior to
retirement of an Application-to-Application interface.

6.1 .4 Final Retirement Notice

The Final Retirement Notice will be provided to CLECs no later than two-hundred and twenty-
eight (228) calendar days prior to the retirement of the applioat on-to-application interface. The
Final Retirement Notice will contain:

The rationale for retiring the OSS Interface (e.g., no usage or replacement)
If applicable, where the replacement functionality will reside in a new interface and when the
new interface has been certified by a CLEC
Qwest's responses to CLECs' comments/concerns
Actual retirement date

6.2 Graphical User Interface (GUI)

6.2.1 Initial Retirement Plans

At least two (2) months in advance of the target retirement date of a GUt-.. Qwest will share the
retirement plans via web site posting and CLEC notification. The scheduled new interface is to
be in a CLEC certified production release prior to the retirement of the older interface.

Alternatively, Qwest may choose to retire an interface if there is no CLEC usage of that interface
for the most recent three (3) consecutive months. Qwest will provide thirty (30) calendar day
notification of the retirement via web posting and CLEC notification.

XX1=6.2.2 Initial Retirement Notice to CLECs:

Initial Retirement Notices will include:

•

The rationale for retiring the OSS Interface
Available alternative interface options for existing functionality
The proposed detailed retirement time line (e.g., milestone dates, CLEC-Qwest comment
and response cycle)
Targeted retirement date

l1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat are provided to GLECo.

2 Throughout this document, the terms "inc1ude(s)" and "including" mean "including, but
not limited to."
Note-Throughout this document italicized text represents DBF language not yet
discussed by the CLEC-Qwest Re-Design Team.

I
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MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
DRAFT _ Revised 10-16-01, 10-3-01, 9-20-01, 11-1-01. 11-s-01, 11-16-01,

11-29-01, 12-10-01,12_19-01, 01-03-02, 02-07-02

6.2.3 CLEC Comments to Initial Retirement Notice

1 ! : s o m anl 1l19 WEI

3 8 1

CLEC comments to the Initial Retirement Notice are due to Qwest no later than fifteen (15)
calendar days following the Initial Retirement Notice.

6.2.4 Comparable Functionality

Qwest will ensure comparable functionality no less than thirty-one (31) days before retirement of
a Gul.

6.2.5 Final Retirement Notice

The Final Retirement Notice will be provided to CLECs no later than twenty-one (21) calendar
days following the initial retirement notice for GUI retirements. The Final Retirement Notice will
contain

The rationale for retiring the OSS Interface (e.g., no usage or replacement)
if applicable, where the replacement functionality will reside in a new interface and when the
new interface has been certified by a CLEC
Qwest's responses to CLECs' comments concerns
Actual retirement date

I1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to Meir end usersthat are provided to CLECs.

2 Throughout this document, the terms "inc1ude(s]" and "including" mean "including, but
I

not limited to."
Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.
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MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
DRAFT - Revised 10-16-01. 10-8-011 9-20-01, 11-1-01, 11-8-011 11-16-01,

11-29-01, 12-10_-01,1g-19__01, 0103-021 02-Q7-02
9

ADMINISTRATFIGN
1.0 MANAGING THE CHANGE MANAGEMENT PROCESS FROM AUGUST

REDLINED FRAMEWORK
8, 2001

l=7.1 Change Management POC

The provider Qwest and each Gus19HFie¥CLEC will designate primary and secondary change
management POCL§).. who will serve as the official qe ggneesjor mattej § regarding this CME.
The primary POC is the official voting member, and a seeoridary (alternate) POC can vote in the
absence of tlgepgmary POC for each CLEQ

ll-.Purpesea£ChangeManagemeotPOc

The change management pow will servo
change management, including:

CIE the official designee for all matters regarding

J3Subminsion of change roquont forms
£]Noti§<:ation of critical matters, such av.: Typo 1 errere VI

The cueton:er¢._QL.§§s and Qwest will Qggohange PLC infom8gtion including items_§uch aszmust
provide the following information to the providers change management POC:

Name
Title
Company
Telephone number
E-mail address
Fax number
Cell phone/Pager number

lll=7.2 Change Management poc Llst
Qreatien
The provider will create a distribution list and publish this list. Primary and secondary CLEC
POQ§ should_ l8e includegl in the Qwest maintained distribution Iist§_At least a primary customer
POC and secondary customer POC shed be included in the distribution list. It is the CLECs
responsibility to.notify Qwest of any plc changes It is the provider's responsibility to maintain
and update the information on the list with the assistance of the customer. This list will be used
to update customers on change management ieeues. The list will be made available to 89
participating CLECs with the permission of the POCs.

l1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
app1ication~to» application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their.end.usersthnt are provided to CLUCQ.

2 Throughout this document, the terms "include[s)" and "including" mean "including, but
not limited to."
Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.

l

Page 48



.¢ .»(»m W

R

7.3

MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
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Preferred Method of Communication Formal

The standard methods of communication are mail, e mail, web site, telephone, and fax. Critical
sing the distribution list The Dreferred method of

g;g1;1_murlication is e-mail with supportingj gormation posted to the web gig .

V=7.4 Governing Body

The change management organizational structure must support the CMP. Each position within
the organization has defined roles and responsibilities as outlined below.

CMP Team: Representatives are from the Gust9rHercLEcs (or their authorized agents) and the
laaa»4darC2west. This team meets monthly to review, priorit ize, and make
recommendations for change management requests. The change management
requests are used as input to internal change management processes.

CMP Steering Committee: The CMP Steering Committee consists of representatives from the
custemerCi_ECs and the-iepevielelqgwest who will be responsible for managing
compliance to the CMP document. The responsibilities of the CMP Steering
Committee are:

On-going commitment
Participation in change management meetings/conference calls
Reviewing changes/suggestions to the CMP document for submittal to OBF
Process improvements
Managing meeting schedule/Yogtistics

A standing agenda item at the regular change management meetings will provide
an opportunity for the-~lenevide.¢Qwest and GustemerCLECs to  assess  the
effectiveness of the CMP. 80th the ea'stemerCLECs and abe 9res4e*e¢Qwest will
use this opportunity to provide feedback of instances of non-compliance and
commit to taking appropriate action(s).

Provider POC: J-Zhee.<evieierQwest POC is responsible for managing the CMP. » 'i3l4e
p.=evialerQwest POC will be responsible for maintaining the integrity of the change
requests, preparing for and facilitating review meetings, presenting change
requests to the ei=evialerQwest's internal CMP, and ensuring that all notifications
are communicated to the appropriate parties.

I1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
app1ication~to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat are provided to CLECO.

2 Throughout this document, the terms "inc1ude(s]" and "including" mean "including, but
not limited to."

I

Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEc-Qwest Re-Design Team.

Page 49



MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
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Gusts-4=1erCLEC POC: The :u€tcmerCLEC POC will serve as the official designee for at! matters

regarding CMP, including:

Submission Ofsuste194e4CLEC change request forms
Notification of critical matters, such as Type 1 errors

Release Management Team: A team of easter-He=FcLEc and provider representatives who
manage the implementation of scheduled releases.

I1 Throughout this document, OSS Interfaces are defined as .existing or new gateways (including
application-to~app1ication interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services. provided by CLECs to their end usersthat are provided to CLECO.

2 Throughout this document, the terms "include(s)" and "including" mean "including, but
not limited to."
Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.

I
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MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
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8.0 MEETINGS FROM AUGUST 8, 2001 REDLINED FRAMEWORK

Charego Management meetings wit! be conducted monthly.
FROM AUGUST 8: 2991 REDLINED FRAMEWDRK

Change Management meetings will be conducted on a regularly scheduled basis, at least on a
monthly basis. Meeting participants can choose to attend meetings in person or participate by
conference call.

Meetings are held to review, prioritize, manage the implementation of process and system
changes -and address change management requests. Qwest will review the status of all
applicable change requests. The meeting may also include discussions of  Qwest's
development view.

CLEC's request for additional agenda items and associated materials should be submitted to
Qwest at least five .(5) business days by noon (MST) in advance of the meeting. Qwest is
responsible for distributing the agenda and associated meeting materials at least three (3)
business days by noon. (MST) in advance of the meeting. Qwest will be responsible for
preparing, maintaining, and distributing meeting minutes-. Attendees with any walk-on items
should bring materials of the walk-on items to the meeting.

All attendees, whether_.~in person pr by phone., must identify themselves and the company they
represent.

Additional meetings may be held at the request of Qwest or any qualified CLEC (as defined in
Meeting notification must contain an agenda plus any supporting meeting

materials. These meetings should be announced at least five (5) business days prior to their
occurrence. Exceptions may be made for emergency situations.

this document).

The provider is responsible for notifying customers and distributing agendas another meeting
materials to include, but not limited to, actual change rcqueatc received from *ho customers: and
documentation of industry guidelines and regulatory changes at least seven (7)calondar days in
advance of the meeting.
Customers can choose to arena meetings in person or participate by conference call. The
provider must make a conference bridge available for meetings. The agenda will-includo~the
dial in number and the access information.

The provider will be responsible for preparing, maintaining, and distributing minutes following the
meeting. The draft version of the minutes must be distributed no later than seven (7) caiandar

I1 Throughout this document, OSS Interfaces are defined as existing or new gateways [including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, prowSioning, maintenance and repair, and billing capabilities
for local services provided by CLECS to their end usersthut are provided to CLECG.

2 Throughout this document, the terms ° 'inc1ude[s)" and "including" mean "including, but
not limited to."
Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEM-Qvest Re-Design Team.

I
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days after the mooting and must contain the name of each attendee and the company they
represent. Al! attendees, whether in person or by phone, must Edontify thomcolvoo and the
company they repreoont. Tho provider will also update the status of change roquooto after the
meeting and distribute it following the reading as part of the meeting minutes.

i 4  V4 i

8 i

Emorgoncy or epociai mcatingo may be held at the request cf the provider Cr any qualified
customer (as doiined in this document). Emergency meeting notification must contain an
agenda plus: any supporting mooting matcriaic. Theca moetingo should be announced at least
two (2) business days prior to their occunronce.

8_1 Meeting Materials [Distribution Package] for Change Management Meeting FROM
AUGUST 8. 2001 REDLINED FRAMEWORK

FRDM AUGUST 8, 2091 REDLINED FRAMEWQRK

•

•

•

•

•

Issues, Action Items Log and associated statuses

•

•

Meeting materials should include the following information:
Meeting Logistics
Minutes from previous meeting
Agenda
Change Requests and responses
• New/Active

Updated
L29

Release Summary12 Month Development View

Any other material to be discussed
Monthly System Outage Report

Qwest will provide Meeting Materials (Distribution Package) electronically by noon 3 business
days prior to the Monthly CMP Meeting. In addition, Qwest will provide hard copies of the
Distribution Package at the Monthly CMP Meeting,

8.2 Meeting Minutes for Chan e Management Meeting FROM AUGUST 8, 2001
REDLINED FRAMEWORK

Agenda items should include but are not limited to, the following:

Change Request discussions
E!':::uc':/Action:
0

[FRelease Noticc/12 Month Development View

I1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat are provided to CLECu.

2 Throughout this document, the terms "include(s)" and "including" mean "including, but
not limited to."
Note-Throughout this document italicized text represents OBP language not yet
discussed by the CLEo-Qwest Re-Design Team.

I
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D.Effoctivun:r:» c. of changemanagement Precocs
0Spec§§aations for regulatory or industry originated change requests

1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat are provided to CLECo.

2 Throughout this document, the terms "in4:11.1de(s)" and "including" mean "including, but
not limited to."
Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEM-Qvest Re-Design Team.
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A draft version of the minutes shown be distributed to meeting participants for comments Er
revisions no iatur than see n (7) calendar days after the meeting. Custernorts noedto respond
to the provider with any modifications to the draft version within two (2) business days.
Revisions and comments wit! be incorporated into the final minutes. The final minutes iii be
distributedwithin eleven (11) calendar days after the meeting.

w4a.3

The provider will take minutac during the meeting. Meeting minutes should include, but are not
limited to, the following:

TIle provider will maintain and diatribut~ at the change management meeting an Action Item Log
containing action items from previous meetings and status. ndaitianally, during the change
management Moe*inge, the provider wit! review statue cf the customer change requests. The
maotirig will inc'ude discussions of the provider'e development view, as well no any customor'e
uuggectod development to the provider Operations Support Systems (OSSa).

8

Minutes should be distributed to meeting participants for oomngents or revisions no later than
five (5) business days bx noon (MST)geer the meeting__(,';LEC comments should be provj.ded
within two (2) business days by noon (MST). Revised minutes. if CLEC comments are received
| should be_g.istributedwithin ring (9) business gays by noon (M§T)after the meeting-

QQwest will take minutes.
Qwest will s_L;mmarize discussjgg in meetingQ§[\_utes and inclugg any revised dgggments such
as Issues, Action items andstatuses.

PF9vld9l=Qwest Change Managcmant Prccacc Ql lglasale CMP Web Site
g ='§ ~2 43 8 I

FROM AUGUST 8, 2001 REDI,!_l5IED FRAMEWORK

l3Current status of change requests and Release Notices
[\Issues Action items and status
EAnendees/Company

FROM AUGUST 8. 2001 REDLINED FRAMEWORK

;;: ¢
. ;1E * .4

:ax
I
me

E ii

.

MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
DRAFT - Revised 10-16-01, 10-3-01, 9-g0-01,_11-1-01. 1_1-s-01, 11-16-01,

11-g9-01, 12j.__0-0112-19-01. 01-03-021 02-07-02

S I

n

: r

To facilitate access to CMP documentation the prov dcrQwest will maintain CMP information on
The Web siteits web site. The web site should be easy to use and updated in a timely manner.

I1 Throughout this document, OSS Interfaces are deNned as existing or newgateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance andrepair, andbilling capabilities
for local services provided by CLECs to their end usersthat are provided to CLECG.

2 Throughout this document, the terms "include{s)" and "including" mean "including, but
not limited to."

I

Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.
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should be a well organized central repository for CLEC notifications and CMP documentation,
Active documentation inciuging meeting materials._(Distribution..Package), should be maintained
on the website. Change Requests and release notifications should be identified in accordance
with the agreed upon naming convention, to facilitate ease of identification. f i . ]Qwest
will maintain closed and old versions of documents on the web site's Archive page for 18
months Qefore storing off line. jnformatioljl..that has been removed from the.web siteGan be
obtained by contacting the appropriate Qwest CMP Manager. -At a minimum, the CMP web site
will Gentairt include:

Current version of the providergyvestCMP documenlgegcribing Cm.E's purpose andscope
of setting forth the CMP objectives, procedures, and timelines, including release life cycles.

•

•

Calendar of release dates

OSS hours of availability

Links to related web sites. such as MA EDI, MA Gui, CEMR, and Notices

Current CMP escalation process

CMP prioritization Drocess description and guidelines

Change Request form and instructions to complete form

Submitted and open Change Requests and the status of each

Responses to Change Requests and written responses to CLEC inquiries

Meeting (formal and informal) information for CMP monthly meetings and interim meetings
Qt conference calls, including descriptions of meetings a_r1gparticipants, agendas, sign-up
forms, and schedules

A log of CLEC and Qwest change requests and associated statuses

lccuelAction items and ctatusesMeeting materials (distribution package)

Meeting minutes

Release announcements and other CLEC notifications and associated requirements

Directory to CLEC notifications for the month

Business rules, SATE test case scenarios technical specifications, and user guides will be
provided via links on the CMP web sig bacon on the LSOG and providers specific
requirements
Contact giformation for the CME POC Iist,.._including Q.LEC, Qwest and other pa Nicipants
(with participant consent to publish contact information on web page).

I1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectiw'ty and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat are provided to CLECG.

2 Throughout this document, the terms "include(s)" and "including" mean "including, but
not limited to."
Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.

I
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REQUIREMENTS REVIEW

Lftraft interface Release Requirements

Prior to implementing a now interface or a change to an existing interface, thop»49vl8enQwest444ilI
notify cuatomorCLECs of the drain release requirements.

norifmasmn and confirmation :lm<> lilac for Typo 1 are dotonninod on an miwuuaz can basis
bacon on the sovwity of the problem.

Notifications for Typo 2 changes are based on applicable law and / or regulatory rules.

Typo 3 time lines are based on custome4Cl.EC / provider agreement m ceqiunctien with the
rollout of national guidelines, (Soo issue 1714: Now Issue Lifo Cyclo Process) subject to any
overriding regWatory obligations.

Generally, a Typo 4 and Typo 5 change notification iii occur at least 73 calendar days plier to
implementing the change. Dm# bueineee mies / technical specifcxiens will Bo pmeduoed Ami
distributed to custemerCli.ECc 65 calendar days pnbr to implementation. CestemerC'LECs have
Hftoon (15) calendar days from to initial publication of draft documentation to providecomments
/ questions on the documentation. change confirmation will occur 45 calendar days prior to
implementation through publication of final business rules / technical cpeciecations.

For Type 4 or Typo 5 change requests Moro or loss notification may Bo provided basodan
sovevity and the impact of the change. For example, the providolflwoct can implement the
change in loss than 45 calendar days,

Documentation of now or revised error messages associated with Typo 4 or Typo 5 change
requests win Bo provided no later than 30 cWondar days prior to implementation date.

ll.conte4n! of Dru!! .lntutftmz R.:.ll:.'L:.: R.:,quirc.mr.ntsI
¢ L»

The Notifcatfbn lfottor w1¥l contain;

E Wnlten summary of cbange(s)
\_4 Target time frame forimpiementatabn

Any cross reference to updated documentation such he the Users Guide. Thrlc type of
documentairen shed Rico include a summary of changes made to the document

W

1]

lH.Wa.lk Through of Draft .interface Relearn Raquiromcnts

I1 Throughout this document, OSS Interfaces are defined as existing or newgateways (including
application-to-application interfaces and GraphicalUserInterfaces), connectivity and system functions
that support oraffectthe pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services Vrovided by CLECS to their endusersthat are provided to CLECG.

2 Throughout this document, the terms "include(s)" and "including" mean "including, but
not limited to."

I

Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.
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If roqruocted by Ono or mono cu»<:tomorCLECs with/zn fourteen (14) saionder days of receiving the
minor Release Requirements, the prov/Zierilwost wt# sponsor a walk through wks the
oppropriafo internal effect matron expos. The previdorQwost will hold this walk through no
later than shiny (30) calendar days prior to the scheduled implementation.

l'ACuetcmorCILEc":° Comments on emf: Interface Rdure Requimmcnts

If the customorCLEC identifies issues or requires clarification, the cuctomorCLEC must send a
written response to the providorQwost and the customorcLEC's Account Managon -Who
provider wost must receive the customorCLEC's msponso seven (7) calendar days prior to the
data of the Initial Roloaso Roquiromonts. The roaponso will specify the cu.s¢ameFGl=EG's
questions, L'su4s and any aznw akomativa rocammendations for implomontatian.

V.Providcr Response to Comments

The providerQwest will review and respond with wilton answers to aiicustomorCLEC issues,
comments/concoms within seven (7) calendar days. The answers will Bo shared with- ali
customerCi_ECs, unless the question (s) are marked proprietary. Any changes that may occur
as a rosuit of the responses will Bo distributed to ail customorCi_ECs in  to sam notiiioation

W.Final .Interface Rules.-:o Re quiremsnts

The note#cation kattor resulting from the customorCLEC's rosponsa from Thai initial Rsloase
Notzfkatian will constitute the Flax Rdoaco Requirements.

- - n l nr-v'\.\n A A H - . N n n r c r n a - - h

In addition to the contort of inforfaco Initial Roloaso Roquiromonts, the Final Roioaso will
include the following:

L.lSummary of changes from the pmvMorQw®st response to comments
Elndrbatlbn of typo of change (o.g., documentation change business Mio chang4>, clarification

EI Char god roquiromont-spages
Rdoaso data
Mend bofovu implomontdion of rdoase

[I
/-I

The provide wost's planned implomonfation data will not Bo sooner than forty Wvo (45)
calendar days from the data of the final release requirements. Tho providorQwost- will post
notifcaiion to inc>wUer's web site to inform the cu.':iomorCLECs of possible impact to
t:usiomorCLEC ordering ability Tho providenQwof.>t will post this information forty #vo (45)

I1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to~application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and 'billing capabilities
for local services provided by CLECS to their end usersthnt are provided to CLECB.

2 Throughout this document, the terms "inc1ude(s}" and "including" mean "including, but
not limited to."

I

Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.
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calendar days prior to the schodWod #nplomontaNbn of such chctngwr, if possible, but no! loss
than thirty (30) calonafar days prior to implomontatkan. Emergency changes that occur without
advance notifisatfbn will Bo pasted wiz hr 24 hour: of #19 change. The impiomontation #ma flare
for the rolaaso wt# not begin Lint# all molatod documentation is prowdod.

1 Throughout this document, OSS Interfaces are defined as existing or new gateways [including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthett» e1=e» p1=evided to CLECs.

2 Throughout this document, the terms "inc1ude(s)" and "including" mean "including, but
not limited to."
Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.
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9.0 PRIORITIZA TION

9.1 Prioritization Review
The prioritization review provides the forum for reviewing and prioritizing Type 4 and Type 5
change requests. l1'fie 1e.<=Qwe!erQwest will facilitate the meeting. Both eusiemei8;LECs and
provider Qwest should have appropriate subject matter experts in attendance. Meetings will be
held monthly, or more frequently if needed, and are open to all Gus-teH=lerCLECs. The
prioritization review objectives are to:

I

Introduce newly initiated eustemerCLEC and provider change requests.
A/low eusternerCLECs to prioritize new change requests and rerate existing change
requests by providing specific input as to the relative importance thatGas£amerCLECs, as a
group, assign to each such change request.
Provide status on outstanding ce.istemerCLEC and provider change requests,
J-iNe-paeviderQwest will distribute as materials fourteen (14) calendar days prior to the
prioritization review. The rnateriats iii include:

Agenda
Prioritized spreadsheet of Type 4 and Type 5 change requests
Spreadsheet of change requests pending initial rating and Le-rating (see Appendix B)
New change requests as submitted by initiating-eustemerCLEC or provider

•

•

•

•

H-.9.2 Prioritization Process

During the review the initiators will present their new change requests and any requests for re-
rate. This will be followed by a question and answer session. After all presentations are
complete, the voting of change requests will begin.

Re~rate requests will only be accepted from eustemeiCLECs who participated in the initial
voting. Once a re-rate is requested, aileus§emerCLECs participating at the subsequent meeting
can submit a rating.

C`uctcmoiCLECs may request and rate a modification to a new change request at the
prioritization review if agreed to by the originating GustemerCLEQ(s). The originating
custeme.=c1_Ec must update the change request with the agreed upon modification,

I

I

#k9.3 Voting

Voting should be conducted according to the following guidelines:

• A GAS$GFHe=rC!_EC must either be using the interface impacted by the change request or have
a Letter of Intent to use the interface on fire with4he19=FeviderQwest to participate in the vote.

I1 Throughout this document, OSS Interfaces are defined as existing or new gateways [including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat are provided to CLECs.

2 Throughout this document, the terms "inc1ude{s)" and "including" mean "including, but
not limited to."

I

Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.
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MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
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Each eustemerCLEC is allowed one vote per change request and should have one
representative responsible to provide a rating. Each -eustemerCi_EQ can only assign a rating
Io a change request at the prioritization review. A rating iii not be accepted outside of the
prioritization review.
GustemerCLECs may only provide a rating at the meeting where the new change request is
introduced. 8ustemerCLECs that were not present at that meeting may not submit ratings at
subsequent meetings, unless there is a request to re-rate.
A austeirnerCLEC may delegate its vote to an authorized agent acting on its behalf by
providing a Letter of Authority.
Each participating eustemerCL @ ranks each change request by providing a rank from 1
(tow) to 5 (high). Votes will be averaged to determine order of ranking and results (see
Appendix C) will be provided prior to the close of the prioritization review.
QastemerCLECs can defer/pass on voting, A rating of defer or pass iii not be averaged in
the overall rating.

I1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECS to their end usersthat are provided to CLECS.

2 Throughout this document, the .terms "include(s)" and "including" mean "including, but
not limited to."

I

Note-Throughout this document italicized text represents GEF language not yet
discussed by the CLEC-Qwest Re-Design Team.
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Qwest will-provides a separate Customer Test Environment (CTE) for the testing of transaction
based application-to-application interfaces for pre-order;-and order , and maintenance/repair.
The CTE will be developed for each major release and updated for eac11_point release that fas
changes that were disclosed but not implemented as part of the major release. Qwest will
provide test files for batch/tile interfaces (e.g. bilIing).The CTE for Preorder and Order currently
includes:

Stand Alone Test Environment (SATE)
Interoperability Testing
Controlled Production Testing

The CTE for Maintenance and Repair currently includes:

1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connect.i\nlty and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersM at are provided to CLECG.

2 Throughout this document, the terms "inc1ude(s)" and "including" mean "including, but
not limited to."
note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.
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Connectivity (required)
• .Firewall Eng.ProtocoL]lesting (re_q3,lired)
• Controlled Production (required)
• Eroguction Turn-u re ujred)
• Test Schedule (required)
Shou'cl Qwest
interfaeetesting as-mutually-agreed-upon-aindelesumentedin a migration proieetqalan
A_jgirat CLEC-Qwest test8lan may 8!$0 include__§ome or g.[!__gf the folloyving basec1_.gn type of
testing requested:

hN°wR81°aS&3»PF°d%l¢¢4°I*5HPP¢->Ft
10.1 Testing Process
in the CLEC Test Environment (CTE) i i
Qwest will send an industry notification, including testing schedules_

4@i"'i*4 f* to CLECs so they may determine their intent to participate
in the test. CLECs wishing totes with-..Qwestmigggte to the ngyvroleace_{[§5Jst participate in at
least one faint planning sessionand determine:

l. and migration testing (from one ver8.gn to the next) for
all types of Interface change requests. Controlled Production Testing is also provided for
Pre-Order and Orde_r. §wWMlm support for all..t l¢pc= of glean
requests. -New releaseSuch testing provides the opportunity to test the code associated with
releases for Type:-;t;Q§e  ass Interface exp through 5 change requests_.-. The...QTE will also
provide the opportunity for regression testing of OSS Interface functionality. Production support
testing allows CLECs and Qwest to test changes made as a result of Type 1 change request
implementation.

Qwest-will-provide-test-files-fer. Billing Thorn are two typos of testing: Qwest provides initial
imolementationnew-¢eleaee testing_

Requirements Review
Test Dot; Development
Progression Testing Phase

1 W MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
f DRAFT - Revised 10-16-.01, 10-3-0;, 9-20-01, 4.1-01,}1i-01, .4-1g-01,

11-29-01. _12-10-01,12- 19-01-* 01-03-021 02-0'7-02
CMIP Interface Test Environment (MEDIACC)

99

mg_ko arrange_monte w3_h Qwest\m1_9n anpli¢8_£_la. CLECS .and will p¢Lrf9

W'8§4.1

C85

s

.,

8.4!

R a

8 318

53 3

Each toctingGI=EG4¢iiimeet-with~Qauest-and-agFee-Qr-Mtseiwn-set-ef~test»-seena¢iee4hat-wiliiae
inciuqggl in the test and H19 test schegg!eQwest will commugieatepublislg any agreegj upon
changes to the test schedule. CLECs are responsible for establishing and maintaining
connectivity to the CTE.
preduetier+;~the~_9_L&(>-should-,~in--gmsrai,--experience-response--timee-sin4ilar~te--produetien

1 Throughout this document, ass Interfaces are defined asexisting or newgateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat areprovided to CLECG.

2 Throughout this document, the terms "inc1ude(s)" and "including" mean "including, but
not limited to."
Note-Throughout this document italicized text represents OBF language not yet
discus ed by the CLEC-Qwest Re-Design Team.
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I 1.
MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK

DRAFT _ Revised 10-16-01, 10-3-01, 9-20-01, 11-1-01, 11-s-01, 11-16-01,
11-29-01, 12-10-01.12-19-01, 01-03-02, 02-07-02

This section provides information regarding the CTE and the procedures for now release-and
Production Support testing.

The CTE in a separate environment that contains the application to application intcrfoco and
gateway applications for preordering and ordering. This environment in used for CLEC tooting
both new release testing and now entrant tooting. CLECc arc rocponsiblo for octablichirigand
maintaining connectivity into the CTE. Provided a CLEC uses the same software com ponents
and similar connectivity configuration connestivityL-option-as it uses in production, the CLEC
should, in general, experience response times similar to production. However, this environment
is not intended for volume testing. The CTE contains the appropriate applications for pre-
ordering and Local Service Request (LSR) ordering up to Put ngtand including the service order
processor. Qwest intends to include the service order processor as part of the SATE component
gtjhe CT§...Qy the end of 2002, <A¢iion3185)

Any special pnocodfmoe roquiivd duo to goographkw or system differences will Bo raviewod with
the partic4>ating CLEC prior to the impiomontatibn of the# toctfhg phase.

I

il.Nc.w Ra.lr.1l..°c. Tertiary

Now rsloaco tasting in the pncr.co*-8 C'LECs use to tort an .upcomlhg Qwc ct :fetors ro4o:Jso that
impacts the interface and bucinoss rules bchvoon C`LECIL' and Qwo°!.

!H.Gr.N'ing Ready ac r the New .R:Je:\:.; Testing

CLEfs :zhoWd Ba nofifxbd of the content of the rnloaso through the change managfomont
process. CLECS should review the contort of the roloaco and determine if they want to
participate in the test and what traneactrbns they would Ma to submit as part of the loaf.

Qwest will send an indectiy notification, insiudirig testing scheduiee, to CLECS so they may
determine their intent to participate in the test. CLECls wk.hing Te participate in the test eheWd
make arrangements with Qwest testing coordinator Qwest will publish any cnangoe to the
seneauie

l\Al'{roduction 'Juppart Testing

Pneductlbn Support testing occurs in a pneductien like environment used in support et now
entrant testing. now entrant testing in intended for these CLECc that  are not  current ly in
p¢=eduGtien~o1=thaWanuetwtnewaneentag or pre
been through testing.

I1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-tmapplication interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECS to their end usersthat are provided to CLECs,

2 Throughout this document, the terms "inc1ude[s)" and "including" mean "including, but
not limited to."

I

Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.
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1¥{3 1€=®Na DRAFT _ Revised 10-16-01, 10-3-01. 9-20-01, 11-1-01, 11-8-01, 11-16-01,

11-29.01, 12-10-01,12_19-01, 01-03-022 02-07-02

» ,* .

1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-applicaNon interfaces and Graphical User Interfaces), connectiwlty and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat are provided to C-LECG.

2 Throughout this document, the terms "inc1ude(s)" and "including" mean "including, but
not limited to." '
Note-Thrnughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.
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Following the release production date of an OSS Interface change, Qwest will use production
procedures for maintenance of softwalfe_a.soutlined beloyg,.._Eroblems encountered by the CLEQ
should be reported to the IT Wholesale Systems Help Desk (IT Help Desk). Qwest will monitor,
track, a n d address troubles repoded by CL§Q_ s or identified Py...Qwest, as set forth in...

Problems reported will be known as IT Trouble Tickets. A week after the deployment of
an MA Release..jr]to production .Qwest will host a c9[1f_erence call wit|§l_tl1e CLECs to revielxaay
identified problems and answer any questions pertaining to the newly deployed software. Qwest
will follow CMP process for docurll enting the meeting (includes issues/action items and
status/solution). Issues will be addressed with specific CLECs and results/status will be
reviewed at the next Mon t hly OSS CMP Meeting,

l.I.1.1.1.1.1.1.1Type 1 (Production Support) Change
11.0 I. _
{Adio.8 j Iom 209 Qwest t.9..Qgc_pose laneeeeeend the time frgmg for scheduled pE nance,
notiMzation and in/e!usion of known patches Er any OthqCLEC impacting changes, and whether
schedule mairvenancc should be included under production 84p992 or in another-sectiQ¢44 p\4he
Redone Document]

The change request should fall into one of the following clascitieatiense

11.2

v ¢»-»~ -» ~» ~~»»

l1-newly Deployed OSS Interface Release

Production Supports

MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
DRAFT -1 Revised 10-16-01, 10-3-01, 9-29-01, 11-144, 11-8-01, 11-1831,

11-29-01, 12-1_9-01.12-19-01, 01-0a-02, 02-07-02
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11.3 l72-Request for a Production Support Change

1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat arc provided to CLECG.

2 Throughout this document, the terms ° 'inc1ude(s)" and "including' mean "includi.ng, but
not limited to."
Note-Throughout this document italicized text represents OBF Language not yet
discussed by the CLEC-Qwest Re-Design Team.
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MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
DRAFT _ Revised 10-16-01, 10-3-011 9-z0-01, 11-1-01, 11-8-01, 11-16-01,

11-29-01, 12-10-01,12-19-01, 01-03-021 02-07-02
The IT Help Desk supports Competitive Local Exchange Carriers who have questions regarding
c0nne(8M1y. outputs angl system 0L_; t§Q§§l l1 e IT He!Q_.@sk serves_a§.tb§ jirst Q_Qin_tQtcontact
for reporting trouble. If the IT Help Desk is unable to assist the CLEC, it will refer information to
IbeIxQr2er,§. ubiect matt_<=;r..eggpert, also kngyg!] as Tier 2 or Tier 3 support, who may call tI3.e..QLEc
directly. Often, however, an IT Help Desk representative will contact the CLEC to provide
information or to conI9rm resolution of the trouble ticket. i"8

Qwest will assign each CLEC-generated and Qwest-generated IT Trouble ticket a Severity Level
, in . _

implemented immediately by means of an emergency release of process, software or
documentation (kn0w nas a patch)._lj.Qwest and QLEEZ deem implementation is ngttjmely, and
a work around exists or can be developed. Qwest will implement the work around in the interim .
Severity S and Severity trouble ticket s ray be implemented when Qppropriate taking. into
consideration upcoming patches, major releases and point releases and any synergies that exist
man work being done in theuQ.9Qmina patches,.._maior releasmga n dpoint releases.

1 to 4 as def ined Severity__1_.a n d  S ev er i ty.....2  I T  t r o u b lg__..tj_Q}<ets wi l l  18

The time a trQul;» !9_§»  reported _by__Qwest or C439 the QwestI[[...l;lglp Desk wil t assign a IT
Trouble Ticket tracking number. which will be communicated to the CLEC at the time the CLEC
reports thg._trouble. The__.§; ffected_CLEg§_ ) and Qwest _will attempt tg.__r_e8ch worsen-sg  o n
resolution of the problem and closing the IT Trouble Ticket..If no consensus is reached, any
;8rty_may u§9_-the_ TechnicaI Esgglgjcn Process_gescribed ir\=~%4§~, . When the IT Trouble
Ticket has been dosed. Qwest will notify CLECs with one of the following disposition codes:

__@ be used when Qwest investigation indicateg hat no trou_l8gexists in

Fw
mé  nt-

No _Lrouble Found;
Qwest systems.
Trouble tog e Resolved i[L.Eatch - to be_L!§ed when the IT Trouble Ticket will be resolved in
a patch. Qwest will provide a date for implementation of the patch. This is typically applied
.to_Severity 1 _an.sl Severi t  2  t tgubles. althoug.h__Severity 3 @5;l_§everity 4 tr gubhs may be
resowed in a patch where synergies exist.
CLEQ .should subm4..cmp CR - tg-..be used when Qyvest's investigation indicates that the
System is working pursuant to the Technical Specif ications (unless the Technical
Specificaggns are inconre5;t), and that ti lT Trouble Ticket.j§. requesting _systems change
that should be submitted as a CMP CR.
Qaie TBD - to used when the_lT Trouble Ticjggi is not schediyeg to be resolyeg in a patch
or change, but Qwest may resolve in a patch, release, or otherwise, if possible where
synergies exist. This_Qsposition is.applied to Severity_3_and Severityglj r o u b l g.

Qwest witl tijgegpk "Date T89 trouble tickets and report sgggg and resolutigl l o f  these t r iple
tickets and associated systems work on its CMP website. The status of these trouble tickets will
Qeregularly disgyssed in CME.;1ieetings.

I1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthut are provided to CLECG.

2 Throughout this document, the terms "include(s)'°  and "including" mean "including, but
not limited to."
Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.
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CR relateeLlo a trouble ticket. it will identify the trouble ticket number on the cR.4_.141e»Ay

Dgplgygg Change
Fellewing~the~imp!emontalaieo-ef-ann-GSS-lntorfaco
procedugggjor mainjgpanco of a newly rolggsod noj'j_vyaro.
byLGLEGs-te-the-l2ILWhd :  _  c  -  ' -  --  .  ! . -  .* _~: - - -e
ll3l9¢12t°du<;2i¢r\, Qwqgt will hog; a corefergegce call_gyith theG_l,ECs to review ar\y._jdenti5ed
preblems~-and-answer-any~questienc * ng-44-the~newly--de1alayeel-se§warer-A-ilype-4
change corrects problems discovered in production voruions of an OSS intorfaoo.

r=orr§.9LtIE_ fob!9m. I

MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
DRAFT- Revised 10-16.01, 10-3-01, 9-20-01, 11-1-01, 11-8-01, 11-16-01,

11-29-01,_12-109142-19.4, 0_1-0392, 02-07-02
For "Date TBD" trouble tickets, either Qwest or a CLEC may initiate the Change Request to

pa .1 If the inmattmgpanv 8nows that.the

g I
I1 r

L
I

83 1389

eemedi_q_na: wt!! be 8mplcma.'lt.gd immodigtel b moans of a;'._emcrgcn_¢3y rclcaso

For Qgverity a a_r3 Sovolity_4 producj@_n uupporiissuos, eEithor

1.2 3gquest for production Change
functionality degraded)

of
u _-; . ....._..:..__... . . - _; . . ¢ .. _-_...._ . ~; e° y1:tcms-Help

Dock pnoco_ e1os (MEI to CMP \!lob silo). S_Qverity 3_(@\itOd Meg,_bJt wcrkaiound in glggc) anal
Sevedty-44lew-or m impacts-te CLEC:} tyr===. wil44=e+h@#1=¢e44\Ht1nr\edieltdv-h~swf4Il4¢"¢~+4he
CR rooocs grader this QMP. by
Qwest-or-g_the CLEGG-may-initiato the Qchange8l=equest4e-ea¢reet-the-Scvority 3 or Severity-4

(See Sggtian x fig_cR L;igl3tjgn_,) Typical!y, this type of change reflects instances
whcro :L technical implementation Le faulty or inaccurate such as to cauco c-orromly or properly
formatted data to be rejected.

proeeqg,

Instances where Qwest or CLECs misinterpret_ir\terface TechnicaL._s§_pecifications and/or
business rules must be addressed on a case-by-case basis. All parties will take all reasonable
steps to ensure that any disagreements regarding the interpretation of a new or modified
bueiriecc prace:8OSS interface are identified and resolved during the change management
review of the change request.

11 .4 l=3-Eggporting double to...[_[
Qwest will open a trouble ticket at the time the trouble is first reported by CLEC or detected by
Qwest. The IT..['lelp Deslgrepresentgtive will col81_l3_1unicate the ticket_gumber to the CLEC Q! the
time the CLEC reports the trouble.

If a ticket has been opened, and subsequent to the ticket creation, CLECs call in on the same
problem,.~gnd the :T i jelp Desk_.ijecognizes t_I8at it is the same r» _r.9blem, a new ticket is_n_Qt
created. The IT Help Desk documents each subsequent call in the primary ticket.

If one or more CLECs call in on the sameproblem, but it is not recognized as the same problem,
939_or more ;ink_ets mayGe created*-when the_probIemj§_recogQggg as the sa_[1l¢8,_9ne Qf the

I1 Throughout this document, OSS Interfaces are defined as existing or newgateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat are provided to CLECG.

2 Throughout this document, the terms "include{s)" and "including" mean "including, but
not limited to."

I

Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.
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Guidelines for de terminingseverity levels are listed below. Sieveritv level.may be determined by
one or more of the listed bullet items under each Severity Level (the list is not exhaustive).
Examples of some_trouble tiglget situations follow. cease keegi n mind these are guidelines,
and each situation is unique. The IT Help Desk representative, based on discussion with the
QLEC. will .make the..g;letermina§gn of the severity CleveLand will c¢; r;3_municate tl3e severityjevel
to the CLEG at the time the CLEC reports the trouble. If the CLEC disagrees with the severity
leyeiassigneg by the IT_l;lelp Desk__personneI,8he CLEC.may escalate-Lgjg_g_tl3e.Iechnical
Escalation Process..;~~§~t$'~ 1

§eyerity levejjs a me@__1s of assessing and dggumentingjhe impaQLQ! the loss_.gf func.tion.§l§y__to
CLEC(s) and impact to the CLEC's business. The severity level gives restoration or repair
9_riQrity to prqiglems caqsigg the gijggjest impala to CLEC[§) or its bu.§j]§less..

MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
DRAFT _ Revised 10-16-01, 10-3-01, 9-20-01. 11-1-01, 11-8-01, 11-16-01¢

11-29-01, 12-10-01!12;19-01, 0183-021 02-07-02
tickets becomes the primary ticket, and the other tickets are linked to the primary ticket. Where
the proigjem is cogged, the prim ary and §l.L. related tjgigets will be...9los§_d,

11.5 L4»§eve§31 LeveI§
I

severity ..1_ -Critical j rn pact
• Critical.
» High visibi l i t y
• A large number of orders brand CLECs are affected.
| A single CLEC cannot submit theirits business transactions.
» Affects online commitment.
» Production or _cydestopned -__priority batch commitment missed..
• Major impact on revenue.

Maier component not available for use.
v Many and/or major files lost.
» Maiolgloss of functionality.
» Problem can not be bypassed.
• No viable.9r produqgye work around availab

I

Examples:
•

•

•

Maio[.network backbone outage with0gt redundancy
Environmental problems causing multiple system failures.
Lar e number of service or ott er work order commitments missegl..
A software defect in an edit which prevents any orders from being submitted.

I1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECS to their end usersthat are provided to CLECG.

2 Throughout this document, the terms "inc1ude(s)" and "including" mean "including but
not limited to."

I

Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.
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•

•

•

•

•

1

a

Severity 3: Moderate Impact

Example:

•

•

•

1

•

•

•

•

•

•

•

•

•

•

Examples:

Severity 2: -Serious lmpac_t

L9,v1_LQ_mediurL~4§i9QtL
Low CLEC, or low order impact.
Low impact..Qn revenue,
Limited use of product or component.
Single_cLEc degipe affect _cj_.
Minimal loss of functionality.
ProblerrLmay be bypassed, redundancy in place. Bypass_must bgagceptable to_cLEc .
Autom~ Ted workaround in place and known. Workaround must be acceptable to CLECs.

A single company, large number of orders impacted
Frequent intermigient logoff ,
Service and/or other work order commitments delayed or missed.

Sel'i0u§:.
Moderate visibility
Moderate.ED largenumber of CLEQS. or ordeg affected.
Potentially affects online commitment.
seriouss lowje sponse times.
Serious loss of functionality.
Eqtentially affectsprodugtign - pvtential miss of_pi;i9rity batc_l3_§ommitment.
Moderate impact on revenue.
Limiteduse of product or component.
Component continues to fail. intermittently down for short periods, but repetitive.
Few or_§maIInieslgsg
Problems may have a possible bypass, the bypass must be acceptable to CLECs.
mgjg- acgess down, lgut a partial haskup exists

L 5 l l 1

»-, 21 MASTER RED-LINED cLEw-Qwmsr CMP RE-DESIGN FRAMEWORK
DRAFT -» Revised 10-16.-01, 10-344, 9-20-.01, _11-1-0 1_g-01, 11-16-01,

11-29_-01,_12-10_91.12-19-0;, 01-03-02, 02-07-02

errors, QS impact yet.,

Severity 4: Minimal Impact
I

•

•

•

•

•

Law or no visibility.
No direct impact on CLEC.
§egq_ functions_jmpaired.
Problem can be bypassed. Bypass must be acceptable to CLECs.
§ll§1§[r1 resourgejow, no impact yet.

I1 Throughout this document, OSS Interfaces are defined as existing or newgateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat are provided to CLECG.

2 Throughout this document, the terms "inc1ude(s)" and "including" mean "including, but
not limited to."
Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.
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iv

Examples:

Descrjl.@n of the problem
'ii Impact to the CLECs (e.o. oeooraphic area, products affected, business implications)

» Estimated resolution date and time If known
Resolution if known

• Severity level
» Trouble ticket number(s), date_and time
» Work around if defined
• _Qwe§t.§Qn!§s;LfQLtnQre information on the problem
» System affected
• Escalation information as available
Both types of notifications will be sent to the CLECs and appropriate Qwest personnel within the
time frame set forth in the table below and will include all related system trouble t ight
number(s).

IQ£§are

11.6 l=5Status Notification for IT Trouble Tickets

X

=**§3Event Notifications are sent by Qwest to all
described LI 888

'licker Notifications: for_&Q!<§!§_tt1at.LQE=1!§..LQLQQ!y.gn§-LeQQLt!sJ.q.Q!,!§Q
Event Notifications: for tickets that relate to more than one CLEC

Misleading, unQ1eaL§lL§i§.m_m§§§@Q§§.. 4§inQ..Qnm§LQtn.Q_L4
Device orsoftware regularly has to be reset, butcontinues towork.

Preventative maintenance request.

.
EL a-'I' I a..

jyp_Q§__g_f§j8jgtus notifications for IT Trouble Tickets:

MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
DRAFT - Revised 10-16-01, 10-3-01, 9-z0-01, 11-1-01. 11-s-01, 11-16-01,

11-29-01, 12- 10-01,12-19-01, 01-03-02, 02-07-02

9 >£=;8?;? g

H

w4-ir)
¥m!l£ l$5M4l

CLECs who subscribe to the IT Help Desk_as
> 5 5 1

rs.li*

F a

I

I

11.6 I-.6-11ieket-Notificatio e Intervals

-Ticket-ResponseNotification Intervals are based on the severity level of the ticket. 5R» espense
Notification Interval for any Change in Status" means that status notification will be sent out
within the time specified from the time a change in status occurs. "NotificationRespense Interval
for No Change in Status" means that a status notification will be sent out on a recurring basis

1 Throughout this document, OSS Interfaces are defined as existing or newgateways (including
application-to-application interfaces and Graphical User Interfaces, connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECS to their end usersthat are provided to CLECu.

2 Throughout this document, the terms "inc1ude(s)" and "including" mean "including, but
not limited to."
Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.
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Seyeri1y...l,.gvel of
Ticket

Norifi cation Notification
Interval for

Notification
Interval for No

Notification
Interval upon
Resolution

interval for
initial ticket any Change in Change in

Status Status
_S_everity L8 g1 1 Immediate

acceptance
Within 1 hour 1 hoi_[ within 1 hour

Sgyeri13LLevel 2 Immediate
acceptance

Within 1 hour 1 hour within_1 hour

Severity Level 3 Immediate Within 4 hours 48 hours Within 4 hours
acceptance

Severity Leygl 4 Immediate
acceptance

.Mghin 8 hours 48 hours Within 8 hours

MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
DRAFT -a Revised 10-16-01, 10-3-01, 9-20-01, 11-1-01, 11-8-011 11-16-01,

11-29-01 2-10-01,12-19-01, 01-03-_02, 02-07-02
within the time specified from the last statue notification when no change in status has occurred,
until resolution. "Notification[]Rocponco Interval upon Resolution" means that a~status notification
will be sent out within the time specified from the resolution of the problern Statue~notiticatisns
sent by Qwest to all CLECS who subscribe to the IT Wholssalo Systems Help Deck are known
aeEvent-Netifcations. Event Notifications4A¢ill» be--sen4ealLGl=EQs~with in the tim frame» set
forth in the table below and will 'include all related system trouble ticket nL:mbor(s)=~The~alfliected
GLEC(s) and-Qwestwiil~attempt-tereash-consensus-enreselution~elf-theprslalel44ANhenno
consensus is reached, any party may use the Technical Escalation Process doscrihod in section
94

StatoeNootification will be provided during the lTAAlhoiesale~Systems Help Desk normal hours
of operation. Qwest will continue to work severity 1 problems outside of Help Desk hours of
operation which are Monday-Friday 600 a.m. - 8:00 p.m. Mountain the and Saturday 7:00 a.m.
- 3:00 p.m. Mountain time, and will communicate with theafteeteel CLEC(s) as needed. A
severity 2 problem may be worked outside the IT» lAlhelesale6ystems Help Desk normal hours
of operation on a case-by-case basis. Severity three and four tickets can rosuit in a CLEC or
Qwest~initiaited8hangeRequo':t. The +.=€kas~\iiil4»e4es<>lve
l3¥eces&

The chart below indicates the response intervals a CLEC can expect to receive after reporting a
trouble ticket to the 1T iAihQlesaiesys4ems Help Desk.

Typo 1 changes will be processed on an expoditcad basis by moans of an emergency rclcacc of
saftware!d4>eumentation-.

I1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided. by CLECS to their end usersthat are provided to CLECc.

2 Throughout this document, the terns "include{s]" and "including" mean "including, but
not limited to."
Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC~Qwest Re-Design Team.
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Additionally onse--a~TFype-1-/ehange-is-identifiedthe~Ghang&4nanagement-team--(see-the
Managing The Change Management Proem: coition) must determine the no*ure and scope of
th naalintenanco. Type 1 <,ha4gesare» @a:eg94zea4n4he4Q\.mwing4na,qner~:

fix'

Severity 1: PFaduGfli9I+-Stéppad;-lH1eFfaG8-IJnusalble--Interface-dissFepanGy48sults-iI4-tatétlly
unusable interface requiring emergency action. CLEC Order:/Pro Orders cannot
besubmitted-er-will-net-be-aeeepled-by-Qwestand-n4anual-work-arounds-are-net
feasible-Gorrection is considered essential to continued <-» p@¢2l¢i@¢+-Qwes44\nd
Gl=EQs-shauld-dedieatereseureesieeacpeditweselutien-.

Asknawledgment4s&c>tifieatian~-
Status Notif ication

= * hour
:F bi hourly

Severity 2: Production Degraded: Interface Affecting An interface discrepancy that requires
a-werk-areunc-Ks) on the paN of the CLE8-4a»=Qwest. The changeiscensidered
critical to continued operation. It does not stop production, but affects key
applieatiens=

AekF\Gwled9nr-19494-Netiiiealiion
Status nmifmatian
Implementation time

= 4 hours
= weekly
_ 14 30 calendar-days

aceoptod through normal procosee: l interfaces. Clarification Ir.; considered

Aak44ew\edgnr» ent~Ne&itieatican
lmp!ementation time

= 7~ea':nder days
= 30 - SD calendar days

1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect die pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat arc provided to CLECG.

2 Throughout this document, the terms "inc1ude(s)" and "including" mean "including, but
not limited to."
Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.
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> wav
I

12,0 TRAINING

All changes to existing interfaces, as well as the introduction of new interfaces, wt!! be
incorporated into CLEC training.

i2rovide#%Qwesl -may conduct Aus¢omercLEC workshops. Gusl9merCLEC workshops are
organized and facilitated by Liaop#owdefQwest and can serve any one of the following Pu/poses:

Educate custemerCLE_Qson a particular process or business function
Collect feedback from eustemerCLECs on a particular process or business function
Provide a forum for pr4evldersQwest or eustemerCLECs to lobby for the implementation of a
particular process or business function

I1 Throughout this document, OSS Interfaces are defined as existing or new gateways [including
application-to~app].ication interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat are provided to CLECG.

2 Throughout this document, the terms "inc1u.de(s)" and "including" mean "including, but
not limited to."
Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.
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13.0 ESCALATION PROCESS FROM SEPTEMBER 20, 2001 REDESIGN SESSION

FROM SEPTEMBER 29: 2991 REDESIGN SESSIGN

1=13.1 Guidelines

• The escalation process will include items that are defined as within the CMP scope.
The decision to escalate is left to the discretion of thecustemerCLEC, based on the sever ty
of the missed or unaccepted response/reso1ution_.
Escalations may also involve issues related to CMP itself, including the administration of the
CMP. can involve issues related to the CMP, itself
Escalations involving change requests, [the expectation is that escalation should occur only
after nerirnatchange management procedures have occurred per the cap_.

aThrcc (3) levels of escalation shall be available. They are:
1.The cuetcmer's change management director (or designated agent) to provider's change

management director
2.The customer's change management director to provider's account director
3.Tho customer's vice provident to providor'c vice president

Each level of escalation will go through the came cycle, ac follows:

r-1

l1=13.2 Cycle

Qltem must be formally escalated as an e-mai! sent to the .Qwest CMP escatatiorl e-maIl
address,-[ http://www.qwest.com/wholesalelcmp/escalations dispute.html,, 15

the appropriate provider asoalation lovo4.
Subject line of the escalation e-mail must include:
.fuulplg;\,l5l\l!;§l=hullg&l4

!JL.... 5Q. .
E . I 3 3 ?

§ 8 '$=33&<§ 5§ § § ?

90
681

930

CLEC Company name
"ESCALATION"
Change Request (CR) number and status, if applicable

• Content of e-mail must enclose appropriate supporting documentation, if applicable, and to
the extent that the supporting documentation does not include the following information, the
following must be provided=:

ea- Description of item being escalated
ea# History of item
931 Reason for Escalation
end Business need and impact
hen Desired CLEC resolution
ea- CLEC contact information including Name, Title, Phone Number, and e-mail address

I1 Throughout this document, OSS Interfaces are defined as existing or newgateways (including
application~to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat are provided to CLECG.

2 Throughout this document, the terms "inc1ude(s)" and "including" mean "including, but
not limited to."

I

Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.
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1-1

Qwest will acknowledgeleggipj of the complete escalation_e;rr_1_a3with an acknowledgement
of the e-mail no later than the dose of business of the following business day. If the
escalation emailgggs not contain the followingspe<=lti9_dinformation Qwest will notify the
CLEC by the close of business on the followingbusiness day, identifying andrequesting
informationtllatwas not originally included. Vlfnen__tl]e escalation email is comolete t g e
acknowledgement emailwill include:

o

O

4

l"lLJ

59595)§/2{W§

Date and time of escalation receipt
Date and time of acknowledgement email
Name, phone number and email address of the Qwest Director, or above, assigned to
the escalation.

MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
DRAFT _ Revised 10-16-01, 10-a~9;, 9-20-01, 11-1-011 11-s-0_;,_11-16-01,

11-29-04.410-01, 12_19_01, 01-os-oz, 02-07-02
CLEC may request that impacted activities be stopped, continued or an interim solution
be established

44311 84

+ 34  i  lW AM 31

Subject of e-mail must be customer (Customer Name) ESCALATION (CR# if applicable) Level
eilis<-railatien

EContent of e-mail must inelWe
Definition and escalation of item

l-lictory of item
EIRoason for escalation
EDesircd outcome of custcrnei
a _Qwest will post escalated issue ami ty associated responses on the CMP web site within 1

business day of receipt of the complete escalation or response ]
Qwest will give notification that an escalation has beegggeguested via the Industry mail Out
process 9 818i
AmLQ!beL§,L §c wishing to participate in t heescalation must submit an e-mai! rlotificationto
the escalation URL within one (1) business day of the mail out. The subject line of the e-mail
must include the title of the esca]8 ed issue followed by "ESCALAILQN PARTICIPATION"

almpact to customer of not meeting the desired outcome or item remaining on current course ef
action as previously discussed at the prioritization review (if escalation is associated with a
change roquoct)

Impact to customer of a rejected change request
ut8entaa 'information for appropriate level including Name, Title, Phone Number, and o mail ID
QM-is not necessary to repeat information for level 2 and 3 oecaiaticnc. However, the o mail

submission should include any additional information since the last distribution, including the
rcacori that the matter could not be resolved at previous level

EThe provider will reply to the escalation request with an acknowledgment of receipt within 1
business day L

1a#@;§

I]

I'*l

I1 Throughout this document, OSS Interfaces are defined as existing or newgateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECS to their end usersthat are provided to CLECG,

2 Throughout this document, the terms "include(s)" and "including" mean "including, but
not limited to."
Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.

I

Page 75



MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
DRAFT ... Revised 10-16-01, 10-a-01. 9-20-01, 11-1_01, 11-8-011 11-16-01.

11-29-01, 12-10-01,12-19-01, 01-03-02. 02-07-02
ElWithin avon (7) oalondar days of receipt, the appropriate provider change managamont

cxccutivo (Level 1 2: Director or Level 3: Vice President) wi'l rapid through provider change
rnanagcmont wt provider position and explanation for that position

• Qwest.yy.iII respon.g.with a b_LI1dit1Q .Dositiggp-mail including supporting rationale wAs goon as
practicable, but no later than:

r .) la

-For escalated CRs, seven (7) lurleen (14) calendar days of  sending the
ackncwledgement e-mail Qygpat will rggpond witl8_a qjjnall

_For all other escalatlgns, fourtegg_(14) calendar days QL sending t!89.8 acknowlggglgmentg

mail.

The escalating cuctomor should CLEC will respond to thepreviderQwest within seven (7)
calendar days with..g binding_position hail. as to whether escalation will continue or the
provider recponce hoe been accepted ah closure to the item

Ulf the provider'e po':» ition euggeete a change in the current disposition of the item, a conference
call will be held within 1 business day of the providers decision in order to arrive at
consensus with the appropriate executives

DThe provider will publish the outcome of the conference call via e mail
i3For-eecalatione aesociatod with Typo 1 Zhang e, the provider hoe a Ono day turnaround rather

than 5 for each cycle of escalation
Yyhen the esgdation disclosed, the_resolution*.will be subject to the_Qt\£-

I

2.4.2.1 F!ow of Escalation Tab!e

1 Throughout this document, OSS Interfaces are defined as easting or newgateways (including
application-to-application interfaces and Graphical User Interfaces), connectixnty and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat are provided to CLECQ.

2 Throughout this document, the terms "include{s)" and "including" mean "including but
not limited to."
Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEo-Qwest Re-Design Team.
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14.0 DISPUTE RESOLUTION PROCESS FROM SEPTEMBER 20, 2001 REDESIGN
SESSION

FROM SEPTEMBER to, 2081 REDESIGN SESSIDN

CLECs and Qwest will work together in good faith to resolve any issue brought before the CMP
[define Good Faiths. In the event that an impasse issue develops, is not resolved th'ough the
Escalation Process described in Section xx has boon followed without rosuking in a resolution, a
party may pursue the dispute resolution processes set forth belowztho dispute shall be rooolvod
by cither_mcthod :at forth below. Item must be formally noticed as an e-mail sent to the Qwest
CMP Dispute Resolution e-mail address,
http:llwww.qwest.com/wholesale/cmp/escalations dispute.html. [URL to be oetablishcdl Subject
lin_§_9_t,the.e-mail must include:

an CLEC Company name
an "Dispute Resolution"
(go Change Bequest (CR) number and status, if applicable
» Content of e-mail must enclose appropriate supporting documentation, if applicable, and to

tt1e..§§n!.tbat the §4pQQLtiL1sL_d_Q<=u m_ent_ati0n d0e§_n_Qtit1§4.\Q9£1§_£QlM.>;uinQ ir\@rmation. the
following must be provided:

4

o

O

4

+

o

4

Description of item
History of ite_r3_1
Reason for Escalation

Desired CLEC resolution
CLEC contact information including Name, Title. Phone Number, and e-mail address
Qwest will acknowledge receipt of the completeDisputeResolution e-mail within one (1 )
business day

Qwest or any CLEC may suggest that the issue be resolved through an Alternative Dispute
Resolution (ADR) process, such as arbitration or mediation using the American Arbitration
Association (AAA) or other rules. If the parties agree to use an ADR process and agree
upon the process and rules to be used, including whether the results of the ADR process are
binding, the dispute will be resolved through the agreed-upon ADR process.

m
1Qwest or any CLEC affected by the dispute, may request mediation by a third party. If

mediation is requested. portion shall participate in good faith. Qwest and the---GLEGs

I1 Throughout this document, OSS Interfaces are defined as existing or newgateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthot are provided to CLECQ.

2Throughout this document, the terms "include(s}" and "including" mean "including, but
not limited to."

I

note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.
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DRAFT - Revised 10-16_01,_10-3-Q1,-9-20-91, 1;-1-01. 11-s-01, 11-16-01,

11-29-01, 12-10-01,12-19-01, 01-03-021 02-07-02
affected by the dispute must agree to the torrens of the mediation, including the pgymertt of
costs and fees. if the modiaticn results in the resolution of the dispute, that resolution shall
gppht to all CLECs affected by the dispute. If mediation is not successful in resolving the
issue, Qwest or any CLEC may use the process set forth bolow.[action it m for proposed
language]
without the necessity for a prior ADR Prooess[contir1gent on first buneq, Qwest or any CLEC
may submit the issue, following the commission's established procedures, with ti;
appropriate regulatory agency requesting resolution of the dispute. This provision is not
intended to change the scope of any regulatory agency's authority with regard to Qwest or
the CLECs.

1

Howcvor, Tthis process does not limit-any party's right to seek remedies in a regulatory or legal
arena at any time.

\1 Throughout this document, OSS Interfaces are defined as easting or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECS to their end usersthut are provided to CLECG.

2 Throughout this document, the terms "include(s]" and "including" mean "including but
not limited to."
Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.
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Term DeHnifion
GlJS4l3QA¢4ERC
L E C

Party originating a request (LSR)

INTERFACE

•

•

•

•

A mechanism to communicate between eustemerCLEC/provider or trading
partners (e.g., paper, GUI, gateway)

A new interface is ti4e-l0i=ewelerQwest's introduction of papen GUI,
gateway, etc., to all GustQmercLEcs for the Hrst time.
A change to an interface may include:

Paper to GUI
Changes of ED! to CORBA

ISSUE The specific O8F LSOG Issue (e.g., Local Services Ordering Guidelines
(LSOG) document Issue 5, August 2o00)

PROVIDER Party receiving request (LSR)
RELEASE Implementation of version (Type 3 change) using a particular interface. A

release may include enhancements or customization (Type 1,2,4 or 5 change)
to an LSOG version by a provider as well as eustemerCLEC/provider
business requirements.

VERSION The supported OBF LSOG Issue (e.g., Local Services Ordering Guidelines
(LSOG) document, Issue 5, August 2000)
(Type 3 change)

MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
DRAFT - Revised 10-16 -01 ,  10 -a -01 ,  9 -20 -01 ,  11 -1 -0 ; ,_11 i01 ,  146 -Q1 ,

11-29-01, 12-10-01,;2-19-0l,  01-ua-oz, 02-07-02

DEFINITION OF TERMS

1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), 'connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat are provided to CLECG,

2 Throughout this document, the terms "include(s)" and "including" mean "including, but
not limited to."
Note-Throughout this document italicizeel text represents QBF language not yet
discussed by the CLEC-Qwest Re-Design Team.
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GLOSSARY OF TERMS

An sf
A TIS
CMP
ECIC
EDI
FCC
GUI
ITS
LO!
LSR
NR/C
OBF
OIS
OSS
POC
RN
To/F

American National Standards Institute
Alliance for Telecommunications industry Solutions
Change Management Process
Electronic Communications implementation Committee
Electronic Data interchange
Federal Communications Commission
Graphical User inter/face
intemationai Telecommunications Union
Letter of Intent
Local Semice Request
Network Reliability and interoperability Council
Ordering and Biiiing Forum
Outstanding issue Solution
Operational Support Systems
Point Of Contact
Release Notification
Telecommunications industry Forum

I1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services Drovided by CLECs to their end usersthat are provided to CLECG.

2 Throughout this document, the terms ° 'inc1ude(s)" and "including" mean "including, but
not limited to."
Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.
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APPENDIX A: CHANGE REQUEST FORM AND CHECKLIST
I . A p p e n d ix  A -1 :  Ch a n g e  Re qu e s t  Fo rm

(1) Infernal Reference # (2) Date Change Request Submitted__/ /

(3) III TYPE 1 (EMERGENCW (4) I] TYPE 2 (REGULATORY)
El Severity 1 (stops production)
cl Severity 2 (impacts production)
O Severity 3 (major w/work around)

(5) EJ TYPE 3 (INDUS TRY)

TYPE 4 (PROVIDER) (7) U TYPE 5 (C`Ll'3TOM.ERLLEC)(6) [I

(4) €é~l"s¢QH4ar_QL E c

(5) Originator

(7) Original(or's Email Address

(9) Alternate Contact

(5) Phone

(8) Fax

(10) Alt Phone #

(11) Title of Change

(12) Category [I Add New Functionality

(13) interfaces impacted
El Pre-Ordering
l:l Ordering
U Maintenance
D Manual
El Billing
D Business Rules
cl Other

I] Change Existing

(14) Description of requested change including purpose and benefit received from this change. (Use
additional sheets, if necessary.)

I

(15) Known dependencies

1 Throughout this document, OSS Interfaces are defined as easting or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat are provided to CLECG.

2 Throughout this document, the terms "include(s)'°  and "including" mean ° 'including, but
not limited to."
Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.
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MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWOR1<
17 mM DRAFT - Revised 10-16-01, 10-3-01, 9-20-01, 11-1-01. 11-8-01, 11-16-01,

11-29-01, 12-10-01,12-19-01, 01-03-0z., 02-07-02
Ng

(16) List all business specifications and/or requirements documents included (or lnfernet/ Standards
location, if applicable)

1 Throughout this document, OSS Interfaces are defined as exist.ing or new gateways (including
app]ication-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat are provided to CLECG.

2 Throughout this document, the terms "inc1ude(s)" and "including" mean "including, but
not limited to."
Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.
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Yes No(18) Clarification

(20) Clarification Response Due

/_(23) Target Implementation Date

(25) Date Modified / /

(17) Change Request Log #

(19) Clarification Request Sent__/ /

(21) Status

(22) Change Request Review Date _/_/_

(24) Last Modified by

(26) Change Request Activity

(27) Rejected Change Request

Cost/benefits

Resource commitments

Industry or regulatory direction

Provider direction

Other

DateProvider / /(28) Cancellation Acknowledgment C¢JS¢9H49:2CLEC

(29) Request Escalation Yes No

(30) Escalation Considerations

(31) Agreed Release Date ___/

, . 4 MASTER RED-LINED cLEw-QwEsT CMP RE-DESIGN FRAMEWORK
DRAFT - Revised 10-16-01, 10-3-01, 9_20-01, 11-1-01, 11-8-01, 11-16-01,

11-g9-01, 12i0-0_1,12-19-0;,_01-0s-02, 02-07-02
This Section to be completed by Provider ONLY.

1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthut are provided to CLECU.

2 Throughout this document, the terms "inc1ude(s)" and "including" mean "'mcluding, but
not limited to."
Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.
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MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
DRAFT - Revised 10-16.01, 10-3-01, 9-20-01, 1_1-1-01, 11i-01. 1_1-1_6-01,

11-29-01, 12- 10-O1,12;19-04_0 os-02 02_-0'7-02
This section to be completed by Provider- Internal Validation of Defect Change Request.
(32) Defect Validation Results-

o W W

18; :

1 Throughout this document, OSS Interfaces are defined as existing or newgateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat are provided to CLECG.

2 Throughout this document, the terms °'inc1ude(s)" and "including" mean "including, but
not limited to."
Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.
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1 Optional Optional field for ire initiator to use for
infernal tracking. The request may be
generated prior to submission into the
PtowderQwest"s change control
process.

No action

2 Mandatory Date Change Request sent to
Provider:

Return to
Sender

Date entry required

3 Mandatory Indicate type of Change Request:
CustorrreMLEC or Provider initiated
Industry Standard or Regulatory.

Return to
Sender

Company designation
required

4 Mandatory Enter company name for the Change
Request.

Return to
Sender

Company name
required

5 Mandatory Enter originating company Change
Control Initiator's name.

Return to
Sender

lnitiafor's name
required

6 Mandatory Enter originating company Change
Control !nifiator's phone number

Ref um to
Sender

initiator's phone
number required

7 Mandatory Enter originating company Change
Control initiator's Email address.

Return to
Sender

initiator's Email
address required

8 Mandatory Enter originating company's Change
Control initiator's fax number:

Return to
Sender

lnitiato/'s fax number
required

g Mandatory Enter originating company alternate
contact name.

Return to
Sender

Alternate contact
name required

10 Mandatory Enter originating companys alternate
contact phone number.

Return to
Sender

Alternate contact
number required

11 Mandatory For the purpose of referencing the
Change Request, assign a short, but
descriptive name.

Return to
Sender

Title required -
maximum length 40
characters.

12 Mandatory Identify request category for the
Change Request.

Return to
Sender

Category required

13 Mandatory Identify originating company
assessment of impact

Return to
Sender

Entry required

14 Mandatory Describe the proposed Change
Request, indicating the purpose and
benefit of request. If additional space
is needed, use additional sheet.

Return to
Sender

Description of
Change Request
required

15 Mandatory Indicate any known dependencies
relative to the Change Request. If
none are known, enter "None known".

Return to
Sender

Entry required

MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
DRAFT -| Revised 10-16-01, 10-3-01, 9-20-0L 11-1-01. 11-s-01, 11-16-01,

11-29-01, 12-10-01.12-19-01, 01-03-021 02-07-02

11.9.0 ____Appendi.x A-2: Change Request Form Checklist

AH feeds will be vaiidafed before Change Request is returned for clarification.

I1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat are provided to CLECs.

2 Throughout this document, the terms "include(s)" and "including" mean "including, but
not limited to."
Note-Throughout this document italicized text represents QBF language not yet
discussed by the CLEC-Qwest Re-Design Team.
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16 Indicate whether additional
information accompanies/supports the
proposed Change Request If yes, list
all documents attached or reference
where they can be found, including
intemef address and standards
reference, if applicable.

Return to
Sender

Supporting
documentation must
accompany request

17 A Change Request Log Number
generated by the "Change Request
Logging system"upon receipt of the
Change Request The number sou/d
be sent back to the initiator on the
acknowledgment receipt. This # will
be used to track the Change Request.

Return to
Sender

Log number- system
generated

18 Indicates whether darifcation is
needed on the Change Request.

Return to
Sender

19 Date darfflcation request sent to
initiator

20 Date clariiicafion due back from
initiator.

Return to
Sender

21 Indicate status of proposed Change
Request (i.e., clarification, validation
pending, etc)

22 Assign date when Change Request
will appear on agenda.

Return to
Sender

23- A soft date for implementation,
Updated based on Candidate Release
Package info.

24 Field that communicates who fast
updated the request.

25 Field that communicates when the
last update occurred.

26 Change Request results captured
from the Change Review meeting.

27 Cancelled Change Request
reasoning.

Return to
Sender

28 Concurrence with Change Request
on'ginafing company. Show date of
concurrence.

Return to
Sender

29 Conditional
Provider

Change Request Escalation
indication .

30 Conditional
Provider

Detailed description of the escalation
considerations.

Mandatory

Mandatory
Provider

ConditfonaIp
provider
condfrionazp
provider
CondifionaiP
provider
Mandatory
Provider

Mandatory
Provider
Mandatory
Provider

Mandatory
Provider
Mandatory
Provider
Mandatory
Provider
Conditional
Provider
Conditional
Provider

MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
DRAFT _ Revised 10-16-01, 10-3-01. 9-20-01, 11-1-01, 11-8-01, 11-16-01,

11.29-01, 12-10-01,;2-19_-01_01-0a-Q, 02-97-02

1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, proWsioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat are provided to CLECo.

2 Throughout this document, the terms "include(s)" and "including" mean "including but
not limited to."
Note-Throughout this document italicized text represents OEF language not yet
discussed by the CLEM-Qvest Re~Design Team.
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31 Mandatory
Provider

Indicate agreed release date from
Project Release Plan.

32 Mandatory
Provider

Results of Internal Defect Validation

"Mu--»u.-~:....

MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK
DRAFT _ Revised 10-16-01, 10-3-01, 9_20-01, 11-1-01, 11-8-01\ 11-16-01,

11-29-01, 12-1o-o1,12- 19-01. 01-03-021 02-07-02

1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services Drovidedbv CLECs to their end usersthat arc provided to CLECG.

2 Throughout this document, the terms "include(s)" and "including" mean "including, but
not limited to."
Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEo-Qwest Re-Design Team.
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Title:

Description:

Process:
System:
Primary Area:
LSOG Version:

initiator/Date:

Overall =

Cust#1 =
Cost #2 =
Cost #3 =
Cult #4 =
Cost #5 =
Cust #6 =

Title:

Description:

Pro cess O
System:
Primary Area:
LSOG Version:

initiator/Date:

Overall =

Cult #1 =
Cost #2 =
Cusp #3 =
Cult #4 =
Cult #5 =
Cost #6 =

rifle I

Description:

Process:
System:
Primary Area:
LSOG Version:

initiator/Date:

Overall =

Cost#1 =
Cult #2 =
Cost #3 =
Cost#4 =
Cult #5 :
Cult #6 =

MASTERRED-LINED CLEC-QWESTCMP RE-DESIGNFRAMEWORK
DRAFT -. Revised10-1629.1,.10-3-01, 9-20-Q.1 i]._-1-01,11-s-01,11-16-01,

11-29-01, 12-10-01,12-19-01, 01-03-021 02-07-02

APPENDIX B: CHANGE REQUEST PRIORITIZATION FORM

I

I

I1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or a.ffect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat are provided to CLECs.

2 Throughout this document, the terms "include(s)" and "including" mean "including, but
not limited to."

I

Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.
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E1 5 5 5 15 5

ET 1 2 1 4 1

ET 3 1 5 9 3

E4 5 3 4 12 4

E5 2 5 2 9 3

ET 4 4 3 11 4

,.~>»»¢  Ii
MASTER RED-LINED CLEC-QWEST CMP RE-DESIGN FRAMEWORK

DRAFT - Revised 10-16-01, 10-3-01, 9-20-01, 11-1-01, 11-8-01, 11-16-01,
11-29-Q.1, 12-1p_~01,12-19-01, 01-0_:8-02, 02-D7-02

APPENDIX C: CMP PRIORITIZA TION PROCESS EXAMPLE

Example: Change Request E2 is prioritized highest. Since ET and E5 are tied,
they will be re-ranked and prioritized according to the re-ranking.

1 Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end usersthat are provided to CLECQ.

2 Throughout this document, the terms "include[s)" and "including" mean "including, but
not limited to."
Note-Throughout this document italicized text represents OBF language not yet
discussed by the CLEC-Qwest Re-Design Team.
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EXHIBIT B

to AT&T's Comments on Qwest's Brief Regarding

Change Management

February 19, 2002
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EXHIBIT C

to AT&T's Comments on Qwest's Brief Regarding

Change Management

February 19, 2002



AT8zT Comments for Redesign
1/22/02

As a result of the CMP Product/Process Meeting held on January 16, 2002, AT&T has
the following questions/comments, which we would like added as issues for discussion in
CMP Redesign:

PC100101-4 (Eschelon CR) -"Developed, documented, trained and adhered to
process to make sure that customer's old VM boxes are removed when a customer leaves
Qwest for a CLEC."

The result of the discussion of this CR was the Qwest would do a systems change. When
asked if the systems change would itself go through the CR process in CMP, the response
from Qwest personnel was that (i) it would go through as a "STS UR"(?), (ii) since it was
a non-IMA change maybe it did not need to go through CMP and (iii) since it was a non-
IMA systems change it was not competing for resources (no prioritization was
necessary).

Issues that come out of this:

We need a discussion in Redesign of process for changes to non-IMA
systems (billing, back-end, what else?) to insure that we address them in
the Master Redline.

What is an STS UR and why wouldn't that become a CMP CR?

What did it mean when Jim Beers said that the non-IMA systemschange
was not competing for resources?

If certain systems changes are just worked without a CR or prioritization
how is the schedule for their progress and implementation communicated
to CLECs?

PC102601-1 (AT&T CR) - "RCID/ZCID assignment forUNE-P"

The result of the discussion of this CR was that Qwest wanted to close this
Product/Process CR and open a systems CR to "consider the best way of meeting this
business need."

Issues thatcome out of this:

2.

1.

b.

c.

d.

a.

a. The Product Process CR was originally submitted on 10/25/0l. Qwest did
not recommend closure and replacement with a systems CR until the
1/16/02 CMP meeting. That took nearly 3 months. Why so long? There
should be some kind of screening process that identifies the kind of



change (systems vs. product/process) more quickly.

Now that this CR has to be open as a new systems CR it looks like we
have to star all over again and that the 3 months since the initial
Product/Process CR is lost. How do we address this land of problem?
Should initial work by the IT group start after the meeting where the
Product/Process CR is closed in favor of a systems CR?

c. Who is responsible for opening the systems CR - Qwest or the CLEC that
initiated the Product/Process CR?

PC10290l-1 (Eschelon CR) - Qwest to include PON on Qwest Wingback Orders.99

As a result of the discussion of this CR, Qwest will do a "systems fix" and thinks it will
be completed in second quarter. Moved to development.

Issues that come out of this:

Apparently, this systems change does not require that a systems CR be
opened? Why not? Why is this treated differently from the AT&T CR
referenced above (PCl0260l-1) that requires a new systems CR be
opened?

If this systems change will occur without going through the systems CR
process, what happens to prioritization and the issue of competing for
Qwest resources?

Is there a category (or categories) of systems changes that just go through
unencumbered by the CR process and prioritization?

PC110201-2 (AT&T CR) "Partial tum-up of circuits on multiple related LSRs."

Qwest reported at the CMP meeting that there already exists a Qwest process that does
what AT&T requested in its CR (what AT&T wants is already part of the LSR
submission process that has been in place for a long time). AT8zT initiated the CR
because Qwest told us that what we sought was not the Qwest process. This happened at
one of the biweekly quality calls between AT&T and Qwest where Qwest SMEs were in
attendance to consult with on this issue. The Qwest service management team advised
that AT&T should take the issue to CMP.

Issue that comes out of this:

4.

3.

b.

b.

c.

a.

a. AT&T should not have been required to do a CR. Qwest personnel should
know what Qwest processes are and track them down to resolution before
sending a CLEC to CMP. There has been CLEC frustration that the
account team and service managers are quick Te say "take it to CMP"



without necessarily doing all that should be done by them to research and
resolve this issue. This is a good example of that problem and a situation
where CMP should not be the solution.

5. Qwest has been stating in regulatory filings and proceedings that the systems
work of CMP redesign is complete and that systems is the only thing the FCC cares about
in evaluating an ALEC's CMP (hence, state commissions don't need to wait for
product/process to be completed). How is it then that by attending only part of a CMP
product/process meeting, we come away with four systems issues? The AT&T redesign
team doesn't see how Qwest can say we are done with redesign of CMP with regard to
systems when this kind of crossover exists and product/process has not been redesigned.
It is apparent that systems and product/process go hand»in-hand.

6. Premium directory listings - There was apparently a discussion at the CLEC
forum earlier in the week that Qwest intends to start charging for premium listings. In
addition, Qwest is considering back billing for this service (to no earlier than October
2001). This was discussed briefly at the CMP Product/Process meeting. Qwest intends
to simply provide notice, then start charging CLECs. This would be done without
informing CLECs of what provisions in their interconnection agreements with Qwest
permit Qwest to charge for this service and without explaining how Qwest has the right
under the interconnection agreement to back bill. The explanation provided by Qwest at
the CMP meeting is that the only redesigned process for Qwest product/process CRs has
to do with OSS testing and SGAT workshops (the interim process we have discussed in
Redesign). As a result, Qwest will follow its old process of notice and go even on
changes that are CLEC impacting. Since this Qwest practice continues in spite of
expressed CLEC concern, AT&T believes that this process needs to be worked out now.



EXHIBIT D

to AT&T's Comments on Qwest's Brief Regarding

Change Management

February 19, 2002



Incident Work Order Number AZIWOI076- I

DateITime of Incident 04/11/01

Severity Level I

Initiator Ro bin Ferris

Date of Qwest Resolution 12/10/0 I

TAG Concurrence Date

The Change Request (CR) process used in the CICMP needs to be reviewed and re-designed in order for CRS to
progress through the lifecycle in a muchmore timely fashion.

Despite the application of fairly conservative time intervals to individual steps of the CR process, the lengthof time it
takes an average CR to make Ir: through the process, not even taking into account making it into a release, is simply too
long. If the length of time it takes a CR to actually make it into a release is taken into account, the length of time can
double or even triple.

The primary culprits here are the once-monthly CICMP meetings and their relation to internal developmentmeetings,
and the frequency of software releases (releases are scheduled approximatiey every four months).

The frequency of the CICMP meetings has the potential to slow down the CR process at several points. For instance,
depending upon whena CLEC submits a CR, it can take anywhere firm several days to an entire month for the CR to
be initially "industry evaluated." If the CR requires clarification, it can take anywhere lim several days to two months
before it is discussed at its first CICMP meeting,

Having been initially discussed at the CICMP, meeting, the CR still has a minimum of two more CICMP meetings at
which it must be discussed: once when it receives a "T-shirt Size," and again after it has been prioritized and is
baselines for release. If further clarification is requiredonce the CR has been discussed at any of the aforementioned
stages, the CR will need to come back to the CICMP once again. Each time the CR must come back to a CiCMP
meeting for discussion, there is the possibility that it will have to wait nearly a month for one to come along.

The attached table shows the lifecycle ofCICMP CRs that were released in IMA/'EDI version 6.0. Not counting CRS
42678 IO and 5043023, which are process-related and not system-related, the average time it took the CRs to make it
into a iroNware release from their initiation was 12.5 months.

Qwest Response Summary:

At this time Qwest has requested the Description Qf Incident to be clarified so that we canbetter understand what the
specific incident(s) is we need to address in our response. The due date for the official QwestResponse will be
determined based on the date we receive the clarification.

Qwest Supplemental Response 4/17/2001:

Qwest has initiated improvements to the CICMP process beginning in November 2000, and continues to implement
improvements. These improvements have made it possible to reduce the time required for CRs to be "industry
evaluated" to three business days, If a CR requires clarification, the current process requires the clarification to be
provided immediately. Additionally, the "t-shirt size" is conducted immediately upon receipt of a CR rather than
holding Ir for a scheduled review meeting. Once the CR is t-shirt sized, the CR is eligible for "industry prioritization"
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The time Erame for a CR to be selected for a release can range Hom three days to six months and is determined by the:

Date CR is received
Priority it is given by the CLECs
Industry/Business needs
Available capacity in a release

The Qwest once a month CICMP meetings are in line with other ILE Cs such as SBC and Bell Atlantic (Verizon) which
have both been approved by the FCC.

To meet emergency needs of the CLECs, Industry requirements, and Qwest system updates, the Qwest CICMP process
demonstrates flexibility by allowing for changes to the scheduled releases prior to the Release Scope Commitment date.

CGE& Y Supplemental Response 8/29/2001:

In July2001, Qwest began a comprehensive re-design of its CICMP process. The proposed re-design brings Qwest's
process more in line with that of other RBOCs, specifically Verizon and Bell South, and with theproposed process
outlined in OBP LSOP issue 2233.

Since these re-design efforts are still being discussed and collaboratively reviewed between Qwest and the CLECs,
CGE&Y feels that it would be premature to close this IWO at this time.

Qwest Supplemental Response10/25/2001:

The Change Request (CR) Processes used in the Change Management Process (CMP) have been reviewed, re-designed,
and implemented.

Qwest conducted an assessment of the CMP (including the CR Process) during July, 2001. As a result of that
assessment, which included feedback from the CLECs, Qwestproposed a number of changes designed to improve the
CMP. The CLECs in attendance at the August CMP Monthly Meeting approved the changes. Qwest implemented the
following measures to improve the timeliness and accuracy of the CR Process:

Project Managers were added to Qwest's CMP Staff to ensure the timely resolution of CRS and action items.

Qwest Subject Matter Experts (SMEs) now conduct a Clarification Meeting with the CLEC originator of a CR prior to
the first CMP Monthly Meeting following receipt of a CR. The purpose of the Clarification Meeting is to ensure
Qwest fully understands the CR and the expected deliverables.

Qwest SMEs conducted a ResponseReview meeting with the CLEC originator of a CR to present arid discuss Qwest's
proposed response to the CR. Thesemeetings wereheld after the Clarification Meeting, but prior to the first CMP
Monthly Meeting following receipt of the CR. Per the request of the CLEC participants who attended the September
CMP Monthly Meeting, this practice has been discontinued. At the request of the CLECs, Qwestnow presents its
proposed response during either the first Or the second CMP Monthly Meeting following receipt of the CR.

A database was developed to track CR status. The database houses all information pertinent to a given CR such as CR
description, status,meeting minutes, draft and final responses etc. A report that captures all of this information is
produced ham the database and is provided on the web for the CLECs. This report provides near real time status on
CRs.

An internal CR escalation process was established. Beginning two weeks before the CMP Monthly Meeting, CRs for
which Qwest has not developed a response are escalated to the CMP Director on a daily basis.

The CMP Re-design Team, which is comprised of CLEC volunteers and Qwest participants, reached agreement on the
interim CLEC Product and Process Change Request Initiation Process. This process has been implemented.

The CMP Re-design Team also reached agreement on the interim Qwest Product and Process Change Request

271 Test Standards Appendix I Incident Work Order Process
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Initiation Process. This process is in the late stages of implementation. It will be fully implemented by November 15.

The OSS Interface Change Request Initiation Process was presented to and accepted by the CLEC participants who
attended the September Systems CMP Monthly Meeting. This process was implemented on October 1, 2001 .

The CMP Re-design Team reached agreement on the administration of CMP Monthly Meetings. This process has been
implemented. Qwest expanded the CMP Monthly Meetings to 2 full days, per a request from the CLECs who
participated in the September CMP Monthly Meeting. Please note that Qwest is willing to conduct CMP meetings on a
more frequent basis,however, Qwest has not received a request from the CLECs to do so.

CGE& Y Supplemental Response I0/30/2001:

CGE&Y believes that AZIWOIO76-1 should remain open for the following reasons:

•

•

•

Although CGE&Y acknowledges that the CMP re-design process is being implemented piece-meal, as different
parts are agreed upon, the process is still ongoing
The specific subjects dealt with in the CMP IWis issued by CGE&Y - "collaborativeness" of the CR review
process, the lengthy lifecycle of CRs, and the timeliness of release of final EDI design worksheets - have not all
been discussed, agreed upon, and/or implemented as part of the ongoing re-design process
The above processes are either not at a complete enough stage, orhave only just been implemented, and therefore
CGE&Y is not yet able to make a confident assessment of them

CGE&Y acknowledges Qwest's statements made in its 10/25/01 supplemental responses to these IWis,but feels it
premature to close them due to the reasons stated above.

Qwest Supplemental Response 11/16/2001:

Qwest stated in the 10/25/01 response:
The CMP Re-design Team also reached agreement on the interim Qwest Product and Process Change Request
Initiation Process. This process is in the late stages of implementation. It will be ff/Ily implementedby
November 15.

1

Qwest and the CLECs reached agreement on the interim Product, Process, and OSS Interface CR processes. Qwest will
process CRs in accordance with these processes effective with those received on or after November 15, 2001. The
documentation in support of these processes maybe found in the
Master Red-Line document and the October and November CMP Re-design distribution packages, which reside on
Qwest's CMP Re-desi web site.

Resolution Submitted
by:

Qwest Date: 2126/01 to 11/16/01

In response to AZIWOIO76, Qwest has implemented improvements to its current process (i.e., not
the re-designed process) to address CR processing timeliness problems. The following changes have
been implemented by Qwest:

A new CR tracking database has been developed to enable CMP managers to better track the
progress of CRS
Because of the new CR tracking database, up-to-date CR reports are now available, sorted
various ways, on the CMP website
Each CR is now assigned a Project Manager so that each CR is now treated within Qwest as a
Proj act

271 Test Standards Appendix I Incident Work Order Process
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A Director of Change Management is assigned so that the Change Management function within
Qwest now has the requisite authority to direct the work necessary to effect the requested
changes

The affect of theabove changes is that CRs are now processed by Qwest and presented to the
CLEC community in a much more timely manner than before. As a result, CGE&Y is
recommending closure of AZIWOl076.

Verification
completed by: Robin Ferris

Date:
12/10/01

TAG Acceptance by: Date:

271 Test Standards Appendix I Incident Work Order Process

AT& T Comment (12/I3/01) :

It is premature to close this IWO before the CMP workshop scheduled for December 17 and 18. 2001. The
workshop will provide CGE&Y and the TAG with information that should be sufficient to determine
whether the underlying issues remain to be resolved or whether they will be resolved.

CGE& YReplv  (01/09/02)  :

Qwest has implemented the improvements previously outlined by CGE&Y, therefore this IWO remains
closed.

TA_G Rgcomme_nda_tion Approved Return to Qwest

Version 2.9 09/28/00 © Cap Gemini Ernst & Young, 2000 - all rights reserved. Appendix 1-4
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Arizona IWO Formal Response

Test Vendor ID: IWO 1076-1

Qwest Internal Tracking ID: TI 222

Observation/IWO Title Change Request (CR) Process Used in theCICMP

Test Type/1)omain3 Rel. Management / Robin Ferris

Date Qwest Received' 2/20/2001

In ital Response Date: 2/26/2001

Supplemental Response Dare: l1/16/2001

Test Incident Summazgv:

The Change Request (CR) process used in the CICMP needs to be reviewed and re-designed in order for
CRS toprogress through the lifecycle in a much more timely fashion_

Despite the application of fairly conservative time intervals to individual steps of the CR process, the length
of time it takes an average CR to make it through the process, not even taking into account marking it into a
release, is simply too long. If the length of time it takes a CR to actually make it into a release is taken into
account, the length of time can double or even triple.

The primary culprits here are the once-monthly CICMP meetings and their relation to internal development
meetings, and the tlequency of software releases (releases are scheduled approximatley every four months).

The liequency of the CICMP meetings has the potential to slow down the CR process at several points.
For instance, depending upon when a CLEC submits a CR, it can take anywhere from several days to an
entire month for the CR to be 'initially "industry evaluated." If the CR requires clariiicatioh, it can take
anywhere 8° om several days to two months before itis discussed at its f.rst CICMP meeting.

Having been initially discussed at the CICMP, meeting, the CR still has a minimum of two more CICMP
meetings at which it must be discussed: once when it receives a "T-Shirt Size," and again after it has been
prioritized and is baselines for release. If further clarification is required once the CR has been discussed at
any of the aforementioned stages, the CR will need to come back to the CICMP once again. Each time the
CR must come back to a CICMP meeting for discussion, there is the possibility that it willhave to wait
nearly a month for one to come along.

The attached table shows the lifecycle of CICMP CRS that were released in IMA/EDI version 6.0. Not
counting CRs 4267810 and 5043023, which are process-related and not system-related, the average time it
took the CRS to make it into a software release Bam their initiation was 12.5 months.

Qwest Response Summary:

At this time Qwest has requested theDescription of Incident to be clarified so that we Carl better understand
what the specific incident(s) is we need to address in our response. The due date for the official Qwest
Response will be determined based on the date we receive the clarification,

Qwest Supplemental Response 4/17/2001 •

__ _ _16_01.d0<>Az__TL222_1w01m6 [ J
4-;Supplemen»taL:Respe11se¢;¥~1-16:91-AZ_TI22"'_IWO1 G76_Qwest_Supp_Respa~nso_l l_l6_0l .doc2/19/20 -I-14264991-I-I-/-J

Qwest Communications, Inc. Pag e  1  o f i g l -  |
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Arizona IWO Formal Response

Qwest has initiated improvements to the CICMP process beginning 'm November 2000, and continues to
implement improvements. These improvements have made it possible to reduce the time required for CRS
to be "industry evaluated" to three business days. If a CR requires clarification, the current process
requires the clarification to be provided immediately. Additionally, the "t-shirt size" is conducted
immediately upon receipt of a CRrather than holding it for a scheduled review meeting. Once the CR is t-
shirt sized, the CR is eligible for "industry prioritization The time flame for a CR to be selected for a
release can range from tree days to six months and is determined by the:

Date CR is received
Priority it is given by the CLECs
Industry/Business needs
Available capacity in a release

The Qwest once a month CICMP meetings are in line with other ILE Cs such as SBC and Bell Atlantic
(Verizon) which have both been approved by the FCC.

To meet emergency needs of the CLECs, Indus1Ty requirements, and Qwest system updates, the Qwest
CICMP process demonstrates flexibility by allowing for changes to the scheduled releases prior to the
Release Scope Commitment date.

CGE& Y Supplemental Response 8/29/2001 :

In July 2901, Qwest began a comprehensive re-design of its CICMP process. The proposed re-design
brings Qwest's process more in line with that of other RBOCs, specifically Verizon and Bell South, and
with theproposedprocess outlined inOBF LSOP issue 2233 .

Since these re-design efforts are still being discussed and collaboratively reviewed between Qwest and the
CLECs, CGE8:Y feels that it would be premature to close this IWO at this time.

Qwest Supplemental Response 10/25/2001:

The Change Request (CR) Processes used in the Change Management Process (CMP) have been reviewed,
re-designed, and implemented.

Qwest conducted an assessment of the CMP (including the CR Process) during July, 2001. As a result of
that assessment, which included feedback from the CLECs, Qwest proposed a number of changes designed
to improve the CMP. The CLECs in attendance at the August CMP Monthly Meetingapproved the
changes. Qwest implemented the following measures to improve the timeliness and accuracy of the CR
Process:

Project Managers were added to Qwest's CMP Staff to ensure the timely resolution of CRs and action
items.

Qwest Subject Matter Experts (SMEs) now conduct a ClarificationMeeting with the CLEC originator of
a CR prior to the first CMP Monthly Meeting following receipt of a CR. The purpose of the Clarification
Meeting is to ensure Qwest filly understands the CR arid the expected deliverables.

Qwest SMEs conducted a Response Review meeting with die CLEC originator of a CR to present and
discuss Qwest's proposed response to the CR. These meetings were held after the Clarification Meeting,
but prior to the first CMP Monthly Meeting following receipt of the CR Per the request of the CLEC
participants who attended the September CMP Monthly Meeting, this practice has been discontinued. At
the request of the CLECs, Qwest now presents its proposed response during either the first or the second
CMP Monthly Meeting following receipt of the CR.

AzIwol076-1 _QwestSupplementa1_ Response._l 1 .16_01.do¢Az_.T12Q;:J4AiQ4946-
-1-:Supplem8ntal~!¥espea&se» _~¥4~;16-04 A Z TI231`l._lWO1076_*Qwost_Supp_Rcsp onso__11_ l6_0l .doc2/19/200 -L%!26,L20G4-L-144
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Arizona IWO Formal Response

A database was developed to track CR status. The database houses all reformation pertinent to a given
CR such as CR description, status, meeting minutes, draft and final responses etc. A report that captures
all of this information is produced from the database and is provided on the web for the CI_.ECs. This
report provides near real time status on CRs.

An internal CR escalation process was established. Beginning two weeks before the CMP Monthly
Meeting, CRs for which Qwest has not developed a response are escalated to the CMP Director on a
daily basis.

The CMP Re-design Team, which is comprised of CLEC volunteers and Qwest participants, reached
agreement on the interim CLEC Product and Process Change Request InitiationProcess. Thisprocess
has been implemented.

The CMP Re-design Team also reached agreement on the interim Qwest Product and Process Change
Request Initiation Process. This process is in the late stages of implementation. It will be fully
implemented by November 15.

The OSS Interface Change Request Initiation Process was presented to and accepted by the CLEC
participants who attended the September Systems CMP Monthly Meeting. This process was
implemented onOctober 1, 2001 .

The CMP Re-design Team reached agreement on the administration of CMP Monthly Meetings. This
process has been implemented. Qwest expanded the CMP Monthly Meetings to 2 full days, per a request
from the CLECs who participated in the September CMP Monthly Meeting. Please note that Qwest is
Willing to conduct CMP meetings on a more frequent basis, however, Qwest has not received arequest
Hom the CLECs to do so.

CGE& Y Supplemental Response I0/30/2001'

CGE&Y believes that AZIW01076-1 should remain open for the following reasons:

Although CGE&Y acknowledges that the CMP re-design process is being implemented piece-meal, as
different parts are agreed upon, the process is still ongoing
The specific subjects dealt with in the CMP I W i s issued by CGE&Y - "collaborativeness" of the CR
review process, the lengthy lifecycle of CRS, and the timeliness of release of final EDI design
worksheets - have not all been discussed, agreed upon, and/or implementedas part of the ongoing re-
design process
The above processes are either not at a complete enough stage, or have only just been implemented,
and therefore CGE&Y is not yet able to make a confident assessment of them

CGE&Y acknowledges Qwest's statements made in its 10/25/01 supplemental responses to these IWis, but
feels it premature to close them due to the reasons stated above.

Qwest Supplemental Response 11/168001 :

11 16 01 ,doc AZ T]2T7'*» IWQ4936-
-1--Supplenaeweal--Resg@11se~L4-_-&6;4H AZ__TI211*._IWO l076__Qwost_Supp_Rosponso__11_16_01.doc2/l 9/200 4-142642004441
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Arizona IWO Formal Response

Qwest stated in the 10/25/01 response:
The CMP Re-design Team also reached agreement on the interim Qwest Product and Process
Change Request Initiation Process. This process is in the late stages of implementation. It will be

fully implemented by November 15.

Qwest and the CLECs reached agreement on the interim Product,Process, andOSS Interface CR
processes. Qwest will process CRS in accordance with theseprocesseseffective with those received on or
after November 15, 2001, The documentation in supportof these processesmay be found in the
Master Red-Line document and the October and November CMP Re-design distributionpackages, which
reside on Qwest's CMP Re-design web site.

Attachment(s): N one
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Arizona IWO Formal Response

Test Vendor ID: IWO 1078

Qwest Internal Tracking ID: TI 232

Observation/IWO Title • Final EDI Design Documents

Test Type/Domain: Relationship Management/ Robin Ferris

Dare Qwest Received' 2/26/2001

Formal Response Date: 3/5/2001

Test Incident Summary:

"Final" EDI design documents are only released to the CLECs three weeks prior to a new EDI release.
This issue has been repeatedly brought up at CICMPmeetingsby both the CLECs and third party EDI
software vendors. Qwest has had the following answers to this issue:

1. "Drahi developer worksheets," which are developed by the EDI developers during their design process,
are issued to the CLEC community approximately 60 days before a release. They are updated as
needed until the release is anal.

2. EDI releases are supported by Qwest for six months after the release of a newer version.

The problem with item #1 above is that the "dealt developer worksheets" are exactly that: drafts. Due to
their sheer size, however, the fact that they may change over time is a significant hindrance to using them
as a design document. It has also been observed, particularly with MA release 6.0, that the design
documents and business rules continue to be refined even after the system is placed in production.

When the above point has been made to Qwest in the past, however, the responsehas always been item #2:
that a CLEC can always use the previous release for six months after a new release, thus giving them time
touse the "final" design documents to modify their system. While this is certainly true, it doest not really
address the problem, as remaining with a previous software release prevents CLECs Hom taking advantage
of any expanded functionality offered by a new release.

The existence of stable, unchangingrequirements is an absolutepre-requisite to CLECs being able to code
their own systems to matchQwest's. The lack of a true "requirements Iieeze" a sufficient time prior to
production release, coupled with the lack of a true EDI testing environment,make it difficult for CLECs to
successfully code their systems and do true user acceptance testing. IWO #AZIW01068 has already been
issuedin regard to the EDI testing environment.

Qwest Response Summary:

Qwest's EDI release documentation notification procedures give the CLECs adequate time to prepare for
an EDI release.

Qwest distributes initial EDI release requirements, Draft Developer Worksheets UDDW), 196 to 1661 days
prior to the recommended; CLEC implementation date. SBC distributes initial requirements for application
to application interfaces between 152 and 172 days before imp1ementation.3

1 All times given in days are approximate and assume 30.4 days per month.

AZIWOl078_CGEY Supp Response_8_29_01 .doc
Qwest Communications, Inc.

2/1912002¢  11;02 AM
Page 1 off



Arizona IWO Formal Response

DrainDeveloper Worksheets contain all the technical specifications and business rules necessary to create
anEDI interface to Qwest's systems, except EDI maps and the Data Dictionary, which are included 'm the
Disclosure Document. DDWs change very little between the time they're distributed and the time of the
release, however, should changes arise, they are announced to the CLECs in the Disclosure Document.

The Disclosure Document is released 49 days prior to the recommended CLEC implementation date. The
Disclosure Document contains the following elements:

Developer Worksheets
EDI Mappings
Data Dictionary
BusinessDescriptions
Business Models
Change Summary

Qwest opens a release to testing 42 days prior to the recommended CLEC implementation date, in other
words, four weeks before the release is implemented CLECs can begin testing on a release. Although
system changes may be necessary during the testing period, CLECs could have the majority of their
systems tested before the release is implemented.

Any changes between the Disclosure Document release and the Release Implementation are given to the
CLECS in the Addendum to the release, which is distributed 14 days after Qwest's implementation of a
release, Qwest considers the Addendum as the "final" design document, Qwest agrees that a stable and
unchanging environment is necessary for CLECs to be able to interface with Qwest, when the Addendum is
issued, our system is "stable and unchanging." Qwest recommends CLECs migrate to the release after the
Addendum is issued.

Qwest's EDI release documentationnotification timelines meet or exceed industry expectations,
demonstrated by comparing SBC timelines to Qwest timelines.

CGE& Y Supplemental Response, 8/29/01:

In July 2001 , Qwest began a comprehensive re-design of its CICMP process. The
proposed re-design brings Qwest's process more in line with that of other RBOCs,
specifically Verizon and Bell South, and with the proposed process outlined in OBF
LSOP issue 2233. This re-designed process also addresses the timeliness of design
documentation distribution.

Since these re-design efforts are still being discussed and collaboratively reviewed
between Qwest and the CLECs, CGE&Y feels that it would be premature to close this
IWO at this time.

2 The recommended CLEC implementation date is the day the Addendum is distributed, 14 days alter the
release date.

s Texas decision at iii. 338.
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Incident Work Order Number AZIW01078

DatelTime of Incident 02/23/01

Severity Level 1

Initiator RobinFerris

Date of Qwest Resolution 12/10/0l

TAG Concurrence Date

"Final" EDI design documents are only released to the CLECs three weeks prior to a new EDI release. This issue has
been repeatedly brought up at CICMP meetings by both the CLECs and third party EDI software vendors. Qwest has
had the following answers to this issue:

1. "Draft developer worksheets," which are developed by theEDI developers during their design process, are issued
to tlle CLEC community approximately 60 days before a release. They are updated as needed until the release is
final.

2. EDI releases are supportedby Qwest for six months after the release of a newer version,

The problem with item #1 above is that the "draft developer worksheets" are exactly that: drafts. Due to their sheer
size, however, the fact that they may change over time is a significant hindrance to using them as a design document. It
has also been observed, particularly with MA release 6.0, that the design documents and business rules continue to be
refined even amer the system is placed in production.

When the above point has been made to Qwest in thepast, however, the response has always been item #2: that a
CLEC can always use the previous release for six months alter a new release, thus giving them time to use the "final"
design documents to modify their system. While this is certainly true, it doest not really address the problem, as
remaining with a previous software release prevents CLECs from taking advantage of any expanded functionality
offered by a new release.

The existence of stable, unchanging requirements is an absolute pre-requisite to CLECs being able to code their own
systems to match Qwest's. The lack of a true "requirements freeze" a sufficient time prior to production release,
coupled with the lack of a true EDI testing environment, make it difficult for CLECs to successfully code their systems
and do true user acceptance testing. IWO #AZIWOIO68 has already been issued in regard to the EDI testing
environment.

Qwest Response Summary:

Qwest's EDI release documentation notification procedures give the CLECs adequate time to prepare for an EDI release.

Qwest distributes initial EDI release requirements, Draft Developer Worksheets (DDW), 196 to 166' days prior to the
recommended CLEC implementation date. SBC distributes initial requirements for application to application interfaces
between 152 and l'72 days before implementation'

271 Test Standards Appendix I Incident Work Order Process

Performance Acceptance Certificate

Description of Incident

Resolution

1 All times given in days are approximate and assume 30,4 days per month.
z The recommended CLEC implementation date is the day the Addendum is distributed, 14 days after the
release date.
3 Texas decision at fn. 338.

Version 2.909/28/00 © Cap Gemini Ernst & Young, 2000 - all rights reserved. Appendix 1-1
Cap Gemini Ernst & Young PROPRIETARY- Use Pu rsuant to Company Instructions



J J

T 1

JJ
| ;rI1

Draft Developer Worksheets contain all the technical specifications and business rules necessary to create an EDI
interface to Qwest's systems, except EDI maps and the Data Dictionary, which are included in the Disclosure Document.
DDWs change very little between the time they're distributed and the time of the release, however, should changes arise,
they are announced to the CLECs in theDisclosure Document.

The Disclosure Document is released 49 days prior to the recommended CLEC implementation date. The Disclosure
Document contains the following elements :

• Developer Worksheets
EDI Mappings
Data Dictionary
Business Descriptions
Business Models
Change Summary

Qwest opens a release to testing 42 days prior to the recommended CLEC implementation date, in other words, four
weeks before the release is implemented CLECs can begin testing on a release. Although system changes may be
necessary during the testing period, CLECs could have the majority of their systems testedbefore the release is
implemented.

Any changes between the Disclosure Document release and the Release Implementation are given to the CLECs in the
Addendum to the release, which is distributed 14 days alter Qwest's implementation of arelease. Qwest considers the
Addendum as the "final" design document. Qwest agrees that a stable and unchanging environment is necessary for
CLECS to be able to interface with Qwest, when the Addendum is issued, our system is "stable and unchanging." Qwest
recommends CLECs migrate to the release alter the Addendum is issued.

Qwest's EDI release documentation notification timelines meet or exceed industry expectations, demonstrated by
comparing SBC timelines to Qwest timelines.

CGE&Y SupplementalResponse, 8/29/01:

In July 2001, Qwest began a comprehensive re-design omits CICMP_process. The proposed re-
design brings Qwest 's process more in line with that of other RBOCs, specuically Verizon and Bell
South, and with the proposedproeess outlined in OBF LSOP issue 2233. This re-designedprocess
also addresses the timeliness of design documentation distribution.

Since these re-design efforts are still being discussed and collaboratively reviewed between Qwest and the CLECs,
CGE&Y feels that it would be premature to close this IWO at this time.

QwestSupplemental Response 1085/2001:

As part of the ChangeManagement Process (CMP) re-design, Qwest has proposed to implement the following schedule
effective with the MA 10.0 Release. This schedule meets or exceeds thenational industry standards as prescribed in
OBF Issue 2233. This schedule will be discussed with the CLECs during the CMP Re-design meetings scheduled
October 30 through November 1.

At the first CMP Monthly Meeting of each quarter, Qwest will provide a 12-mondl view of its OSS Interface
Development Schedule.

Qwest will provide draft technical specifications at least 73 calendar days prior to implementing the release unless the
Exception Process has been invoked. (Please note that the Exception Process may be invoked
by either the CLECs or Qwest.) Technical specifications are documents that provide information the CLECs need to

271 Test Standards Appendix l Incident Work Order Process
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code the interface.

CLECs have i5 calendar days from the initial publication of the draft technical specifications to provide written
comments/questions regarding the documentation.

Qwest will sponsor a walkthrough for the CLECs beginning 68 calendar days prior to implementation. A walk through
will afford CLEC Subject Matter Experts (SMEs) the opportunity to ask questions and discuss specific requirements
with Qwest's technical team.

If the CLEC identifies issues or requires clarification, the CLEC must send Qwest written notification no sooner than 58
calendar days prior to implementation.

Qwest will review and respond to all CLEC issues, comments, or questions no later than 45 calendar days prior to
implementation. This notification will include any changes made as a result of CLEC comments
and will constitute the anal technical specifications.

Qwest's planned implementation date will not be sooner than 45 calendar days from the date of the
final technical specifications, unless the Exception Process is invoked. The implementation time
line for the release will not begin until final technical specifications are provided. Emergency
changes within the 30- calendar-day test window can occur without advance notification but will be
posted within 24 hours of the change.

Resolution Submitted
Hy: Qwest

Date: 3/5/01 to 10/25/01

The release of EDI design documents is a topic dirt is being negotiated through the CMP re-design
effort. At the beginning of the process Qwest proposed that it would adhere to the OBP 2233
proposal which calls for the release of draft design documentation 66 calendar days prior to a release
and final documentation 45 calendar days prior. This topic has not reached a consensus state
among the core re-design team, but CGE&Y considers the OBP proposal to be a reasonable
timeframe in which to release draft and final design documentation.

Because of the collaborative nature of the re-design process CGE&Y expects that whatever decision is reached as to the
timeliness of EDI documentation releases will have been accepted by the majority of the CLEC community. As a result,
CGE&Y is recommending closure of AZIW01078.

Verification
completed by: Robin Ferris

Date:
12/10/01

271 Test Standards Appendix I Incident Work Order Process

Van°fication of Resolution

A T& T Comment I'12/I3/0I_):

Its pr§rnpture_to_c1os§ Lhis I_WQ before the CAP workshop_schedu_led for December 17 and 18. 2Q_0L

workshop will provide .CGE&)' and the lAG_with info1J:natign_that _should_be sufficient to determine

whether t1;e xmdnrjving issues_rQmalm_to_be resolved gr _whether they will be resolved.

Tlge

CGE& Y Reply (01/09/02) :

The latest "Master Red-Lined" CMP re-desiqn document, dated 12-10-01. states, in Dart:

"Qwest's planned implementation date will not be sooner than one hundred (1001 calendar days
from the date of the final release requirements. The implementation time line for the release will
not begin until final specification are Drovided"

Version 2.909/28/00 © Cap Gemini Ernst & Young, 2000 - all rights reserved. Appendix 1-3
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TAG Acceptance by: Date:

271 Test Standards Appendix I Incident Work Order Process

This Lanquaae_ if unproved by the re-desiqn team, exceeds the guidelines proposed by OBF.

It is CGE&Y's minion that this IWO is to remain closed.

TAG Recommendation Approved Return to Qwest
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Incident Work Order Number AZIWOI075-1
DatelTime of Incident 04/1 1/01

Severity Level 1

Initiator Robin Ferris

Date of Qwest Resolution 12/10/01

TAG Concurrence Date

The culTent CICMP process is not a true collaborative effort for making changes to the CLEC-specifc preZoraer, order,
and repair interfaces.

The process, as it exists today, only addresses roughly a third of the changes that are made to these interfaces. Since
these are interfaces that were created and exist solely for the purpose of exchanging information with Co-Providers, all
changes to them should be discussed and voted on by the systems' primary users - the CLECS - in a collaborative
effort with Qwest.

Specifics are provided below.

The primary functions of the CICMP, as stated in its charter, are :

To track and communicate CLEC-requested changes to the various Qwest interfaces.
To notify CLECs of CLEC-impacting changes.

Historically, however, CLEC requests have only accounted for a small percentage of the functionality added to any
given release. For instance, IMA-GUI release 6.0 contains 24 changes or enhancements over release 5.2, and only 4 of
them originated with a CLEC request.

Further, the Qwest-originated requests, which account for the majority of enhancements to these systems, are totally
outside the scope of the CICMP process. They are not open for debate, prioritization, voting, etc., by the CLEC
community. Not only are they not open for debate, the CICMP manager isnot even involved in theprocess by which
these internal requests are approved (as ofNovember 2000).

In any software requirements management system, it isunderstood that the end-users are not the sole originators of
CRS. It is a given, in fact, that Qwest will have the need to make architectural, code, or database modifications to its
systems from time to time due to various internal requirements. It is also understandable that regulatory requirements
will mandate changes to various CLEC systems. The fact remains that many of the enhancementsthat are generated
internally by Qwest are related neither to architecture or regulatory concerns. Regardless of the source of the
enhancement, however, the process by which these requests are made, voted on, prioritized, and implemented is not
made available lo the CLEC community in any way, nor do the CLECs have any input into it whatsoever. As a result,
there is justifiable concern that the internal CRS are not subject to the same scrutiny and time-delay inherent in the
CICMP process.

Best practices in software engineering dictate that software change management processes treat all CRs in a cohesive,
uniform manner. Further, all stakeholders in the systems in question, including the end-users, must have representation
at the change control meetings during which all changes are voted on. The fact that Qwest has two separate change
management processes, one internal and one external, for the same systems is a deficiency.

The implementation of MA Release 6.0 was an illustrative case. The following is a list of all enhancements
implemented during the 6.0 release. Enhancements that originated as a CICMP CR are identified as such. The
remaining CRS were internally developed by Qwest.

271 Test Standards Appendix I Incident Work Order Process

Performance Acceptance Certificate

Description of Incident
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Flowthrough improvements (Blocking FID)
SAG only information and Address Validation
Access to loop information (CICMP CR4261631)
UNE-P (POTS)
UNE-C PL (DSI, DS3)
UNE-P (Centrex) (Conversion only)
UNE-P (ISDN)
Resale Centrex - Centrex 21
Retrieve large CSRs
Pre-Order transaction: parsed CSR info (CICMP CR 4342063)
Additional lines on UBL conversion (CICMP CR4]85852)
Electronic Work Completion and Jeopardy Notification, and Manual Jeopardy Notification
Electronic FOC via MA GUI
Electronic Reject Notification via MA GUI
Electronic Billing Completion Notification via EDI/GUI
Electronic LSR Completion Notification via Interface
Auto-push statuses to Co-Providers
Access to multi-point Private Line Resale
Access to Designed Services PBX trunks
Access to ISDN PRI
Access to Sub-Loop
Resale Centrex - flowthrough for Wester region
CSRs for Centrex in electronic format (CICMP CR 523588l)
Create notification process for LSMS system outages (CICMP CR 5043023)
Retrieval of CSR by BTN or WTN (CICMP CR4441096)

Extend lAM hours of operation (CICMP CR 4267810). Completedprior to 6.0 but
recognized as being implemented in 6, 0.

Note that two of the CRs, 5043023 and 4267810, were process and not system related. Also, "Extending M A hours of
operation" was an enhancement that Qwest already planned adjust happened to coincide with a CR.

QwestResponse Summary:

At this time Qwest has requested theDescription of Incident to be clarified so that we can better understand what the
specific incident(s) is we need to address in our response. The due date for the official Qwest Response will be
determined based on the date we receive the clarification.

QwestSupplemental Response 4/17/2001:

Qwest disagrees with CGEY's belief as to the degree to which the CICMP process is not collaborative. It is Qwest's
position that it is appropriate for CLECs to vote on CLEC initiated changes but is not appropriate for CLECs to vote on
all changes.

l

l

l

l

l

The CICMP process provides for the CLECs to vote on the CLEC recommended changes that will be scheduled in the
releases. Qwest also acknowledges that while CLEC requests are always part of a given release, the number of CLEC
initiated changes can vary based on the following factors:

Scope/size of the release based on the time frame and the size of changes
System changes associated with changes to national guidelines, Ag., OBF
System changes/additions required for state/federal regulatory compliance
System changes to increase system efficiency and/or correct problems identified by Qwest or the CLECs outside of
the CICMP process
System changes to improve capacity, mechanization capabilities, etc.
Many of these changes benefit both Qwest and the CLEC community by improving system capacity, capabilities,
processing time frames and Qwest's ability to provide CLECs with "a meaningful opportune to col lete".

271 Test Standards Appendix I Incident Work Order Process

Resolution
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An example of a recent release schedule is the 6.0 release documentation that was comprised of 37 total changes. The
following is a breakdown of the changes in this release:

Technical - Maintenance Management of System
Center - Support CLECs
CICMP
Regulatory
New Products

4

5

6

14

8

Please note: Thenumbers for the 6.0 release as documented in this reply are taken directly from the 6.0 Implementation
Documentation.

While the Qwest specific changes are not open for "prioritization or voting" by the CLEC community, Qwest does
receive input Hom CLECs on changes that impact the CLECs. CLEC input is provided during CLEC initiated
conference calls and the monthly CICMP meetings. CLEC input can be logged as "action items" on the Action Items
log. The Action Items log is distributed to all CICMP members and posted publicly on the Qwest CICMP web site.
http://www.qwest.com/wholesale/cicmp/teammeetings.html

As a final note, Qwest does not agree that the systems covered by the CICMP process were "designed and exist solely
for the use of Qwest wholesale customers" and these "wholesale customers are the only Users of these systems" The
suite of OSS systems were designed for the use and benefit of CLECs, however, these systems are 8Iso used by Qwest
personnel for the befit of the CLECs in processing CLEC requests for wholesale products and services.

Additionally, the CLEC system interfaces have many "back-office" systems and functions. Although these back-oftice
systems/functions may not be "visible" to the CLECs, they are required for the benefit of processing CLEC requests arid
transactions. When these systems require changes that affect CLEC interfaces, these changes are communicated to the
CLECs through the CICMP process.
As in any software requirements management system, Qwest will have the need to make architectural, code, or database
modifications to its back-office systems from time to time due to internal requirements.

CGE&Y Supplemental Response 8/29/2001:

In July 2001, Qwest began a comprehensive re-design of its CICMP process. Theproposedre-design brings Qwest's
process more in line with that of other RBOCs, specifically Verizonand Bell South, and with the proposed process
outlined in OBF LSOP issue 2233.

Since these re-design efforts are still being discussed and collaboratively reviewed between Qwest and the CLECs,
CGE&Y feels that it would be premature to close this IW() at this time.

Qwest Supplemental Response10/25/2001:

The re-designed Change Management Process (CMP) provides a collaborative process for madding changes to CLEC-
specific pre-order, order, and repair interfaces. The re-designed CMP defines four OSS Interface Change Request (CR)
types, CLEC Originatedand Qwest Originated OSS Interface CR types are prioritized exclusively by the CLECs.
Regulatory and Industry Guideline OSS Interface CR types, which can be initiated by either a CLEC or Qwest are not
subject to prioritization regardless of the source of origination, The CR types are defined in the re-designed CMP as
follows:

Regulatory Change

"A Type 2 change is mandated by regulatory or legal entities, such as the Federal Communications Commission
(FCC), a state commission/authority, or state and federal courts. Regulatory changes are not voluntary but are
requisite to comply with newly passed legislation, regulatory requirements, or court rulings. Either the CLEC or
Qwest may initiate the change request."

271 Test Standards Appendix I Incident Work Order Process
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Industry Guideline Change

"An Industry Guideline Change implements Industry Guidelines using a national implementation timeline, if any.
Either Qwest or the CLEC may initiate the change request. These guidelines are industry defined by:

Alliance for Telecommunications Industry Solutions (ATIS) Sponsored Ordering and Billing Forum (OBF)
Local Service Ordering and Provisioning Committee (LSOP)
Telecommunications Industry Forum (TCIF)
Electronic Commerce Inter-exchange Committee (ECIC)
Electronic Data Interface Committee (EDI)
American National Standards Institute (ANSI)"

Qwest Originated Change

"A Qwest Originated change is originated by Qwest does not fall within the changes listed above and is within the
scope of CMP."

CLEC Originated Change

"A CLEC Originated change is originated by the CLEC does not fail within the changes listed above and is within
the scope of CMP."

Effective with the MA 10.0 Release, the CLECs prioritized Qwest Originated CRS as well as CLEC originated CRs.
The initial prioritization occurred during August 2001. The CLECs prioritized 4 CLEC Originated CRS and 16 Qwest
Originated CRs in the top 20 CRs in the initial prioritization, The
CLECs final prioritization will be completed October 2001.

CGE& Y Supplemental Response 10/30/2001:

CGE&Y believes that AzIwol075-1 should remainopen for the following reasons :

•

•

Although CGE&Y acknowledges that the CMP re-design process is being implemented piece-meal, as different
parts are agreed upon, the process is still ongoing
The specific subjects dealt with in the CMP IWis issued by CGE8cY - "collaborativeness" of the CR review
process, the lengthy lifecycle of CRs, and the timeliness of release of final EDI design worksheets - have not all
been discussed, agreedupon, and/or implemented as part of the ongoing re-design process
The above processes are either not at a complete enough stage, or have only just been implemented, and therefore
CGE&Y is not yet able to make a confident assessment of them

CGE&Y aclmowledges Qwest's statementsmade in its 10/25/01 supplemental responses to diesel IWis,but feels it
premature to close them due to the reasons stated above.

Resolution Submitted
by:

Qwest Date: 02/26/01 to 10/25/01

The re-designed CMP, as it is proposed, will address and alleviate this deficiency. The original
proposal from Qwest, following the base OBF 2233 document, outlined five categories of change
requests:

1. Production Support Changes (i.e., "bug fixes")
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2. Regulatory Changes
3. Industry Guideline Changes
4. Qwest-Initiated Changes
5. CLEC-Initiated Changes

Qwest had initially proposed that only Types 4 and 5 changes would be open for
industry (i.e.,CLEC) prioritization. The CLECs have since argued, justifiably, that
all types, or at the very least Types 2 - 5, should be open for prioritization. Their
rationale for this argument, which CGE8cY is in agreement with, is that nearly all
regulatory changes, and many industry guideline changes, originate with a CLEC
complaint or initiative and that they should have a say in the relative importance of
these types of changes. There is also concern about the definition of a "regulatory
change." The CLECs are concerned that Qwest may interpret the tern "regulatory"
too broadly, and thereby needlessly place numerous change requests in a category
that would exempt them from industry prioritization.

In fact, Qwest recently did classify a number of change requests as "Regulatory"
that were candidates for MA release 10.0. The CLEC community requested a
conference call to discuss these requested changes, during which it was revealed
that the changes were being scheduled for implementation to satisfy PID and/or
Performance Assurance Plan (PAP) requirements from the Colorado PUC. The
CLECs let it be known that they do not consider PID and PAP-related changes to be
regulatory and exempt from industry prioritization. This issue is still being
negotiated. CGE&Y does not believe that Qwest had any untoward motive in
classifying diesel changes as "Regulatory," but rather had a different interpretation
of the term. The CMP now being what it is, however, the CLECs were able to be
heard on the issue, and with some reservations Qwest seemed generally to concede
the point.

Qwest expressed the concern that they need to have some way to satisfy PID and
PAP requirements, and that with only one vote in the prioritization process there is
the possibility that these types of CRS will consistently be prioritized "low" by the
industry, thereby forcing Qwest to pay penalties enforced by the various state PAPs.
The CLECs pledged that they would give all CRs equal weight, and it was iiuther
pointed out that Colorado PAP provides for penalties to be assessed against CLECs
who attempt to engage in such disingenuous activities.

These issues serve to illustrate the kinds of candid discussions that are now taking
place within the CMP. These issues aside, CGE&Y agrees with the CLEC position
that Type 2 - 5 changes should be open for industry prioritization.

In summary, CGl8&y feels that with the collaborative nature of the re-design process, whatever
agreement is reached on the subj et of types of change requests and the process by which these
requests are prioritized and voted upon M11 be satisfactory to the majority of the CLECs with
representation at the Qwest CMP. CG&EY is therefore recommending closure of AZIWO 1075 .
Verification
completed by:

Robin Ferris Date: 12/12/01
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TAG Acceptance by: Date:
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A T& T Comment (12/13/01)..

[t is premature to close this_lwQ beforc.tj1e CAP workshop_§cheduled for_December I7_and 18. 200 L, The

workshop wi.l_l provide CG§&Y and the_TAG_with information that ghoulgi be sufficient_to deterring

whether thelmde1;1vlmg is§ues.;emain to be resolved ogwhejher theLwi1Lbe reso1v_ed.

CGE& Y Reply (0//09/02) :

it is CGE&Y's opinion that with the inclusion of Qwest initiated CRs in MA release 10.0 and the
collaborative CMP re-desian process currently underway, this IWO should remain closed.

TAG Recommendation Approved Return to Qwest
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Arizona IWO Formal Response

Test Vendor ID: IWO 1075-1

Qwes! Internal Tracking ID : TI 220

Observation/IWO Title: Current CICMP Process

Test I)>pa(Domain: Rel. Management/ Robin Ferris

Date QwestReceived: 2/19/2001

Initial Response Date: 2/26/2001

Supplemental Response Date: 4/17/2001

Test Incident! Summary:

The currentCICMP process is not a true collaborative effort for making changes to the CLEC-specific pre-
order,order, and repair interfaces.

The process, as it exists today, only addresses roughly a third of the changes that are made to these
interfaces. Since these are interfaces that were created and exist solely for the purpose of exchanging
information with Co-Providers, all changes to them should be discussed and voted on by the Systems'
primary users - the CLECs - in a collaborative effort with Qwest,

Specifics are provided below.

The primary functions of theCICMP, as stated in its charter, are:

To track and communicate CLEC-requested changes to the various Qwest interfaces.
To motif CLECs of CLEC-impacting changes.

Historically,however, CLEC requests have only accounted for a small percentage of the functionality
added to any givenrelease. For instance, IMA-GUI release 6.0 contains 24 changes or enhancements over
release 5.2, and only 4 of them originated with a CLEC request.

Further, the Qwest-originated requests, which account for the majority of enhancements to these systems,
are totally outside the scope of the CICMP process. They are not open for debate, prioritization, voting,
etc., by the CLEC community. Not only are they not open for debate, the CICMP manager isnot even
involved in the process by which these internal requests are approved (as of November 2000),

In any software requirements management system, it is understood drat the end-users are not the sole
originators of CRs. It is a given, in fact, that Qwest will have the need to make architectural, code, or
database modifications to its systems from time to time due to various internal requirements. It is also
understandable that regulatory requirements will mandate changes to various CLEC systems. The fact
remains that many of the enhancements that are generated internally by Qwest are related neither to
architecture or regulatory concerns. Regardless of the source of the enhancement, however, Me process by
which these requests are made, votedon, prioritized, and implemented is not made available to the CLEC
community in any way, nor do the CLECs have any input into it whatsoever. As a result, there is justifiable
concern that the internal CRS are not subject to the same scrutiny and time-delay inherent in the CICMP
process.

AZIWOl075-l_Supplemental CGEY Response_08_29_0 l .doc
Qwest Communications, Inc.

2/19/2002 - 11:03 AM
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Arizona IWO Formal Response

Best practices in software engineering dictate that software change management processes treat all CRS in a
cohesive, uniform manner, Further, all stakeholders in the systems in question, including the end-users,
must have representation at the change control meetings during which all changes are voted on. The fact
that Qwest has two separate change management processes, one internal and one external, for the same
systems is a deficiency.

The implementation of MA Release 6.0 was an illustrative case. The following is a list ofall
enhancements implemented during the 6.0 release. Enhancements that originated as a CICMP CR are
identified as such. The remaining CRS were internally developed by Qwest.

Flowtlnough improvements (Blocking FID)
SAG only information and Address Validation
Access to loop information (CICMP CR4261631)
UNE-P (POTS)
UNE-C PL (Dsl, DS3)
UNE-P (Centrex) (Conversion only)
UNE-P (ISDN)
Resale Centrex Centrex 21
Retrieve large CSRS
Pre-Order transaction: parsed CSR info (CICMP CR4342063)
Additional lines on UBL conversion (CICMP CR 4185852)
Electronic Work Completion and Jeopardy Notification, and Manual Jeopardy Notification
Electronic FOC via MA GUI
Electronic Reject Notification via MA GUI
Electronic Billing Completion Notification via EDI/GUI
Electronic LSR Completion Notification via Interface
Auto-push statuses to Co-Providers
Access to multi-point Private Line Resale
Access to Designed Services PBX t s
Access to ISDN PRI
Access to Sub-Loop
Resale Centrex - flowthrough for Wester region
CSRs for Centrex in electronic format (CICMP CR 5235881)
Create notification process for LSMS system outages (CICMP CR 5043023)
Retrieval ofCSR by BTN or WTN (CICMP CR4441096)
Extend MA hours of operation (CICMP CR42678IO). Completed prior to 6.0 but recognized as being
implemented in 6.0.

Note that two of the CRs, 5043023 and 4267810, were process and not system related. Also, "Extending
MA hours of operation" was an enhancement that Qwest already plannedand just happened to coincide
with a CR.

Qwest Response Summary:

At this time Qwest has requested theDesggripigion of I_nci_dent to be clarified so that we can better understand
what the specific incident(s) is we need to address in our response. The due date for the official Qwest
Response will be determined based on the date we receive the clarification.

Qwest Supplemental Response 4/170001 •

Qwest disagrees with CGEY's belief as to the degree to which the CICMP process is not collaborative. It
is Qwest's position that it is appropriate for CLECs to vote on CLEC initiated changes but is not
appropriate for CLECs to vote on all changes.

AZIWOI075-1_Supplemental CGEY Response_08_29__0 l .doc
Qwest Communications, Inc.

2/19/2002 - 11:03 AM
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Arizona IWO Formal Response

The CICMP process provides for the CLECs to vote on the CLEC recommended changes that will be
scheduled in the releases. Qwest also acknowledges that while CLECrequestsare always part of a given
release, the number of CLEC initiated changes can vary based on the following factors:
• Scope/size of the release based on the time frame and the size of changes
l System changes associated with changes to national guidelines, e.g., OBF
" Systemchanges/additions required for state/federal regulatory compliance
l System changes to increase system efficiency and/or correct problems identified by Qwest or the

CLECS outside of the CICMP process
System changes to improve capacity, mechanization capabilities, etc.
Many of these changes benefit both Qwest and the CLEC community by improving system capacity,
capabilities, processing time frames, and Qwest's ability to provide CLECs with "a meaningful
opportunity to compete".

An example of a recent release schedule is the 6.0 release documentation that was comprised of 37 total
changes. The following is abreakdownof the changes in this release:

Technical - Maintenance Management of System
Center - Support CLECs
CICMP
Regulatory
New Products

4

5

6

14

8

Please note: The numbers for the 6.0 release as documented in this reply are taken directly from the 6.0
Implementation Documentation.

While the Qwest specific changes are not open for "prioritization or voting" by the CLEC community,
Qwest does receive input from CLECs on changes that impact the CLECs. CLEC input is provided during
CLEC initiated conference calls and the monthly CICMP meetings. CLEC input can be logged as "action
items" on the Action Items log. The Action Items log is distributed to all CICMP members and posted
publicly on the Qwest CICMP web site.http://www.qwest.com/wholesale/cicmp/teammeetings.html

As a final note, Qwest does not agree that the systems coveredby the CICMP process were "designed and

exist solely for the use of Qwest wholesale customers" and these "wholesale customers are the only users

of these systems". The suite of OSS systems were designed for the use and benefit of CLECs, however,
these systems are also used byQwest personnel for the ben4it of the CLECs in processing CLEC requests

for wholesale products and services.

Additionally, the CLEC system interfaces have many "back-office" systems and functions. Although these
back-office systems/functions may not be "visible" to the CLECs, they are required for the benefit of
processing CLEC requests and transactions. When these systems require changes that affect CLEC
interfaces, these changes are communicated to the CLECs through the CICMP process.
As in any sotiware requirements management system, Qwest will have the need to make architectural,
code, or database modifications to its back-ofNce systems Hom time to time due to internal requirements.

CGE& Y Supplemental Response 8/29/2001 :

In July 2001, Qwest began a comprehensive re-design of its CICMP process. The
proposed re-design brings Qwest's process more in line with that of other RBOCs,
specifically Verizon and Bell South, and with the proposed process outlined in OBF
LSOP issue 2233.

AZI W01075 - 1_S supplementalCGEY Response_08_29_0 l .doc
Qwest Communications, Inc.

2/19/2002 _ 11:03 AM
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Arizona IWO Formal Response

Since these re-design efforts are still being discussed and collaboratively reviewed
between Qwest and the CLECs, CGE&Y feels dirt it would be premature to close this
IWO at this time.

Attachment(s):None

AZIWO1 D75- l_Supplemental CGEY Response 08_290l .doc
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AT&T Position Statement - Impasse on AZIWO 1075, 1076, and 1078

Ill/IPASSE ISSUES 28 January 2002

The following three IWis raised an impasse in the TAG meeting held on 25 January 02.

AZIW01075 (Master Issue #937)
AZIW01076 (Master Issue #938)
AZIW01078 Master Issue #939)

These IWis are related to the Qwest Change Management Process.

AZIW01075 - Current CICMP process not collaborative effort for CLECs making
changes to pre~order, order, and repair interfaces .
AZIW01076 -_ CICMP CR process needs review and redesign for CRs to progress in
more timely fashion.
AZIW01078 - Final EDI design documents release to CLECs only three weeks prior
to new EDI release.

Impasse issue - tWOs should remain open until Qwest has implemented Change
Management Process and evaluation has been performed to determine if the issues raised
in the N/Os are remedied.

The basis for the three IWis at issue is the Co-Provider Industry Change

Management Process (CICMP) that is the documented Qwest process uses to

communicate with CLECs regarding changes that are to be implemented to the Qwest

OSS interfaces. A re-design and deployment of the process that will replace the CICMP

was announced by Qwest in mid-year 2001, and the new process is being implemented as

process components are negotiated between Qwest and the CLECs. The new process is

referred to as the Change Management Process (CMP) to distinguish the new from the

existing process .

The existing CICMP has not been amended to address the issues raised in the

IWis as-issued, and the IWis at issue need to be measured against the elements of the

CMP that have been agreed and implemented. To date, CGE&Y has not reviewed the
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AT&T Position Statement - Impasse on AZIWO 1075, 1U76, and 1078

implemented CMP to determine whether the issues have been resolved. The Incident

Work Order Process (Appendix I), as specified in the Test Standards Document (TSD)

Version 2. 10, requires CGE&Y to solicit remedies in processes, systems, and operations

from Qwest for problems that CGE&Y detects in its testing. "Qwest prepares a written

response to the IWO describing any intended resolution" [IWO Completion Process, #1.]

For these IWis, Qwest proposes that the CMP will provide resolutions to each of the

issues raised. The CLECs are similarly hopeful that the negotiations that have been

taking place and which are ongoing, will be successful and that the process

improvements will:

• yield a collaborative forum for introduction and implementation of

changes to Qwest's OSS interfaces (IWO 1075),

• provide for timely implementation of prioritized CLEC requests for

change (IWO 1076); and,

• result in timely release of EDI specifications and "developer worksheets"

(IWO 1078)

The prospective nature of these resolutions is not contemplated as a way in which

IWis can be satisfied according to Appendix I. Any resolution proposed by Qwest is to

be evaluated to determine whether it resolves the underlying problem. CGE&Y cannot

test to determine if a promised solution will resolve the problem, it can only test to

determine if an implemented solution resolves the problem. CGE&Y has not evaluated

the implemented CMP to determine that the problems that it saw when it issued these

IWis have been resolved.
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AT&T Position Statement - impasse on AZIWO 1075, 1076, and 1078

Qwest's CMP has not been evaluated by an independent third party to determine

whether it meets FCC guidelines for an adequate CMP. As outlined in the Common

Carrier Bureau Chiefs advice to U S West (now Qwest) of September 27,1999, a

Change Management Process evaluation is to demonstrate that the process provides for:

CLEC Participation,
Release Implementation,
Memorialization of Process, and,
Dispute Resolution.

Mr. Strickling's letter details features of these provisions that the Bureau

recommends be part and parcel of an incumbent' s CMP. The letter further advises that

the CMP be assessed for its adequacy in terms of "a review of the BOC's ability to

implement at least one significant software release." This assessment has not been

conducted for the CMP.

It is obvious that the implementation steps are going forward, and in light of the

complexity of the issues requiring resolution, are going forward in a timely fashion. The

2001 decision to announce its plans for retiring the CICMP and for re-design of the CMP

was Qwest's. It knew the perspective of the CCB, it knew the FCC's views of the

adequacy of the CMP's of Verizon (New York) and SBC (Texas), it knew its existing

CICMP was inadequate. It cannot now complain that the process is going too slowly when

the actual issue is that Qwest began the re-design too late.

During the time that CLECs were frustrated with the Qwest CICMP for exactly the

reasons raised in IWis 1075, 1076 and 1078, Qwest was going forward with its own

agenda for malting changes to its OSS to meet other 271 obligations, while at the same

time, denying CLECs a collaborative forum for negotiating changes to the OSS (IWO
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AT&T Position Statement- Impasse on AZIWO 1075, 1076, and 1078

1075), timely implementation of CLEC-suggested changes, and coordinated release of

EDI specifications and supposing documents.

Qwest should advise the TAG when it is prepared for a third party evaluation of

its CMP, and the evaluator should perform the assessment consistent with the FCC and

CCB advice, and, once completed, the assessment report should be provided to the TAG.

The CMP is an important aspect of Qwest's OSS framework for 271 checklist purposes.

The assessment should be undertaken as promptly as possible following Qwest's

announcement that its CMP is ready for review.
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IMPASSE ISSUES 28 January 2002

The following three IWis raised an impasse in the TAG meeting held on 25 January 02.

AZIW01075 (Master Issue #937)
AZIW01076 (Master Issue #938)
AZIW()1078 (Master Issue #as

These IWis are related to the Qwest Change Management Process.

• AZIW01075 .- Current CICMP process not collaborative effort for CLECs making
changes to pre-order, order, and repair interfaces.
AZIW01076 - CICMP CR process needs review and redesign for CRs to progress in
more timely fashion.
AZIW01078 - Final EDI design documents release to CLECs only three weeks prior
to new EDI release.

Impasse issue - IWis should remain open until Qwest has implemented Change
Management Process and evaluation has been performed to determine if issued raised in
IWIS are remedied.

WORLDCOM. INC. COMMENTS

CGE&Y identified in IWO 1075-1 "the current CICMP process is not a true collaborative
effort for making changes to the CLEC-specific pre-order, order, and repair interface.
The process, as it exists today, only addresses roughly a third of the changes that are not
made to these interfaces. Since these are interfaces that were created and exist solely for
the purpose of exchanging information with Co-Providers, all changes to them should be
discussed and voted on by the systems' primary users - the CLECs .- in a collaborative
effort with Qwest."

WCom notes that Qwest original take on this deficiency came in their original response
dated 4/17/Ol "It is Qwest's position that it is appropriate for CLECs lo vote on CLEC
initiated changes but is not appropriate for CLECs to vote on all changes". This opinion
is evident by the fact that seven (7) MA releases were implemented prior to the existence
of a Qwest change management process and upon implementation CLEC CR input to the
next three releases was minimal (24%) and communication of Qwest initiated CRs was
null. Thus, Qwest dictated to CLECs what software enhancements were to be
implemented 76% of the time.

The FCC recognizes the need for "collaboration" in one of its factors regarding CMP,
"competing can°iers had substantial input in design and continued operation To date,
there is not enough evidence to reflect that CLECs had substantial input to the CMP
processes employed by Qwest yet Qwest's initiation to "redesign" CMP is a step in the
right direction.



CGE&Y "verification of resolution" on this IWO states, "The redesign CMP, as it is
proposed, will address and alleviate this deficiency." CGE8LY also is reliant on the
"collaborative nature of the redesign process" which does not prove that CMP is
collaborative and that "competing carriers had substantial input in design and continued
operation". Until such proof can be evaluated and verified by CGE&Y, this IWO is
premature to close.

CGE&Y identified in IWO 1076-1 that "the change request (CR) process used in CICMP
needs to be reviewed and re-designed in order for CRS to progress through the lifecycle
in a much more timely fashion...the average time it took the CRs to make it into a
software release from their initiation was 12.5 months."

Although Qwest responses with asserted implemented fixes, CGE&Y states on 10/30/01
the following reasons for the IWO to remain open :

• AlthoughCGE&Y acknowledges that the CMP re-design process is being
implemented piece-meal, as different parts are agreed upon, theprocess is still
ongoing
The specific subjects dealt with in the CMP IWis issued by CGE&Y -
"collaborativeness" of the CR review process, the lengthy lifecycle of CRs, and
the timeliness of release of the final EDI design worksheets -. have not all been
discussed, agreed upon, and/or implemented as part of the ongoing redesign
process
The above processes are either not at a complete enough stage, or have only just
been implemented and therefore CGE&Y is not yet able to make a confident
assessment of them

WCom commented on this IWO on 12/ll4/01 stating "Qwest states a CR initiation
process has been reviewed, redesigned and implemented. What is not clear in this
statement is the fact that the interim process established refers to CLEC initiated changes
only. There are four types of CRS that require processes be reviewed, redesigned and
implemented: Regulatory, Industry Changes, Qwest Initiated and CLEC Initiated. As
well, Production CRs must have a collaboratively established process developed and
implemented. These CR types must have processes implemented that allow either Qwest
or CLECs to initiate the change. Thus, WCom agrees with the need to have this IWO
remain open until such time that all types of CRs and the processes required for both
Qwest and CLECs are established and inlplernented."

CGE&Y "verification of resolution" on this INC) states "In response to AzL[wol076,
Qwest has implemented improvements to its current process (i.e., not the la-designed
process) to address CR processing timeliness problems. The following changes have
been implemented by Qwest:

A new CR tracking database has been developed to enable CMP managers to better
track the progress of CRS



*

Because of the new CR tracking database, up-to-date CR reports are now available,
sorted various ways, on the CMP website
Each CR is now assigned a Project Manager so that each CR is now treated within
Qwest as a Project
A Director of Change Management is assigned so that the Change Management
function within Qwest now has the requisite authority to direct the work necessary to
effect the requested changes

The affect of the above changes is that CRs are now processed by Qwest and presented
to the CLEC community in a much more timely manner than before. As a result,
CGE&Y is recommending closure of AZIWOIO76."

WCont Comment: What is not evident is that CRs are processed more timely than 12.5
months on average as originally determined by CGE&IY. As well, it is not evident what
verification steps CGE&Y took to determine the asserted fixes were, in fact,
implemented for both Qwest and CLEC initiated CRs and are those fixes being practices
by Qwest personnel as intended. Until such time that CGE&Y can provide the evidence
that CRs are processed more timely, WCom believes this IWO was closed pre-maturely,

CGE&Y issued IWO1078 stating ""FinaI" EDI design documents are only released to
the CLECs three weeks prior to a new EDI release. This issue has been repeatedly
brought up at CICMP meetings by both the CLECs and third pay EDI software

vendors,"

Qwest 10/25/01 response "As part of the Change Management Process (CMP) re-design,
Qwest has proposed to implement the following schedule effective with the MA 10.0
Release." Currently, MA version 10.0 is due out June/02.

Per CGE&Y "verification of resolution" "the release of EDI design documents is a topic
that is being negotiated through the CMP redesign effort. At the beginning of the
process Qwest proposed that it would adhere to the OBF 2233 proposal which calls for
the release of draft design documentation 66 calendar days prior to a release and final
documentation 45 calendar days prior. This topic has not reached a consensus state
among the core re-design team, but CGE&Y considers the OBF proposal to be a
reasonable timeframe in which to release draft and final design documentation.

Because of the collaborative nature of the re-design process CGE&Y expects that
whatever decision is reached as to the timeliness of EDl documentation releases will have
been accepted by the majority of the CLEC community. As a result, CGE&Y is
recommending closure of AzIwol078."

WCom Comment: Ir was premature for CGE&Y to close this IWO for the following: 1)
Evidence must be provided by Qwest, not OBF, that "final" EDI design documentation
are released in a timely manner.



2) Qwest proposed implementation begins with 10.0 which is not due out until June/02.
Thus, in order to validate the proposed schedule is adhered to, CGE&Y would need to
verify against Qwest MA 10.0 release schedule.
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ROC Observation & Exception Formal Response

Test Vendor ID: EXP 2003

Qwest Internal Tracking ID: TI 281

Observation/Exception Title: Release Schedule Incomplete

Test Type/Domain : Relationship Management

Date Qwest Received: 03/29/2001

Initial Response Date : 04/12/2001

06/28/2001Supplemental Response Date:

2"" Supplemental Response Date: 12/21/2001

3rd Supplemental ResponseDate: 02/12/2002

Test Incident Summary:

An exception has been identified as a result of the test activities of the pseudo-CLEC.

Exception:
Qwest does not follow its established release notification schedule when implementing MA releases, and
does not provide complete and accurate information in its release notifications to enable co-providers to
prepare adequately for certification and implementation of new releases.

Background:
When implementing a new MA EDI release, Qwest makes available a series of documents to co-providers
to assist them in their certification and implementation efforts. Qwest's Co-provider Industry Change
Management Process (CICMP) organization handles the process of tracking releases and notifying co-
providers of release information and schedules. Qwest develops the scheduling of MA releases internally,
and posts the targeted timeline of release dates in a calendar on the CICMP web page.
During the P-CLEC's EDI implementation kick-off meeting, Qwest did not provide details relative to the
process by which it plans and schedules EDI releases. However, the P~CLEC presumes that the CICMP
calendar is based upon the MA Matrix in Qwest's Release Notification Enhancement document found on
the CICMP web page

Based upon the P-CLEC's experience in implementing EDI Release 6.0, Qwest has not followed its
established release timeline. Because of Qwest's deviation from the posted release schedule, the P-CLEC
experienced implementation planning, resource scheduling, and quality assurance issues,
The attached spreadsheet provides a comparison between Qwest's expected release timeline, as defined in
the MA Mal;rix,2 the CICMP calendar's posted release notification delivery dates, and the actual dates that
the P-CLEC received Qwest release notifications. As the attachment shows, on many occasions, Qwest
delivered release notifications late. Specifically, Qwest published the Release 6.0 Recertification Notice on
the same day it released MA 6.0, three weeks after its projected delivery date. Qwest's Release Notes

1 htlp://www.qwesLcom/wholesale/downloads/enhancment l20600,ppL
2 The p1-Qjected release timeline was determined by counting backward the number of days or weeks stated

in the MA Matrix from Qwest's stated target release dates of December l I, 2000 for Release 6.0 and
February 26, 2001 for Release 6.01 .
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ROC Observation & Exception Formal Response

Descriptions, which should have been delivered six weeks prior to the target release date, on October l 1,
2000, were not received by the P-CLEC until October 27, 2000,

Further, when Qwest provides release notifications to the co-provider community, it doesnot always
provide complete and accurate information. For example, though Qwest published the Release 6.0
Baseline Candidates only one day after the date listed on the CICMP calendar ... and approximately three
weeks earlier than the projected delivery date based on die MA Matrix timeline ._ Qwest had to release a
clarification to the Baseline Candidates on August 23, 2000 - more than one month after the CICMP
calendar delivery date, and nearly two weeks after the MA Matrix-defined projected delivery date.
Qwest also released two addenda to its EDI Release 6.0 Disclosure Documents. These addenda were
published after the release of MA 6.0 to correct errors in the original Disclosure Documents.
The P-CLEC found the implementation of the two addenda to be cumbersome due to its impact on the
integrity of the EDI mapping applications and the piece-meal nature of arriving at a complete set of
business rules specifications. Additionally, the P-CLEC found the analysis of the change summaries to be
confusing due to a lack of clarity as to how to incorporate the content in the second disclosure document
addendum. Specifically, it was not evident whether the second addendum was inclusive of the changes
noted in the first addendum. Qwest does not provide a documented process that details how a co-provider
should implement changes noted in the disclosure document addenda.

ISSUE'
Because Qwest has not adhered to its stated implementation timeline, co-providers have not been afforded
adequate time to prepare for implementation of new releases. Co-providers Must complete their analysis,
development, and testing efforts within a shortened time frame, which creates greater opportunity for errors
to occur in a co-provider's implementation efforts.
Further, the incomplete nature of Qwest's release notifications further complicate co-providers'
certification efforts by forcing co-providers to work with continually changing documentation. Qwest's
inability to provide complete and accurate release documentation in its initial delivery of release
notifications greatly increases the time and resources a co-provider must commit to implementing a new
MA EDI release.

Impact'
If Qwest does not meet its established timelines for the publishing of MA EDI release documentation, co-
providers will not be able to make a smooth transition from their current EDI release to a new release.
Further, multiple and frequent changes to release documentation causes co-providers to expend additional
time and resources on release documentation that is not necessarily complete or accurate. These frequent
and voluminous changes to release specifications will lead to the failure of co» providers` implementation
efforts, and will, ultimately, delay co-providers from entering into production in a new release and
executing their business plans.

Qwest Response Summary:

Qwest has fully researched the issues outlined in this Exception and does not believe Ir constitutes a
problem.

During the project initiation discussion Qwest and the CLEC determine objectives and scope of the
implementation, the time frames, and the EDI interface release against which implementation will be
performed. Qwest provides a timeline of when Release Notifications were and will be published and made
available to the CLEC. Qwest believes [Hal this process currently adequately addresses the implementation
planning and scheduling activities.

All pertinent information is published by Qwest through the CICMP process and in interactions with the
CLEC, which includes a calendar on the CICMP web page, Release Notifications, and other documents.
While it is Qwest's utmost desire to meet or exceed all published target dates, it is noted that all proposed
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ROC Observation & Exception Formal Response

MA release dates are only targets and changes may occur during an MA release life cycle that impacts
these target dates. Should changes occur, Qwest will update its target dates and communicate this to the co-
provider.

With respect to the timing around re-certification, Ir should be noted that during the conversion to a new
MA EDI Release, it is the CLEC that initiates the beginning of the migration process. An initial migration

meeting will be held to discuss re-certification, migration strategy and data conversion. A project plan will
be developed and mutually agreed upon to assist in the scheduling of appropriate resources for the
migration.

HP Comments 05/14/01:

As documented in the Exception, Qwest does not follow its established release notification schedule when
implementing MA releases, and does not provide complete and accurate information in its release
notifications to enable co-providers to prepare adequately for certification and implementation of new
releases. Co-providers must complete their analysis, development, and testing efforts within a shortened
time frame, which creates greater opportunity for errors to occur in a co-provider's implementation efforts.
Further, Qwest's inability to provide complete and accurate release documentation in its initial delivery of
release notifications greatly increases the time and resources a co-provider must commit to implementing a
new MA EDI release.

Discussion

Based upon the P-CLEC's experience in implementing EDI Release 6.0, Qwest did not follow its
established release timeline, as posted on the CICMP website calendar. Because of Qwestls deviation from
the posted release schedule, the P-CLEC experienced implementation planning, resource scheduling, and
quality assurance issues. In the Exception, the P-CLEC provided a table comparing the targeted release
dates of MA 6.0 Release Notifications, and the actual dates on which the release notifications were
distributed by Qwest. Among the late release notifications, Qwest provided the 6.0 Recertification Notice
on the same day Release 6.0 was implemented and three weeks after the projected delivery date.
Further, this Exception noted that Qwest release notifications do not always provide complete and accurate
information. As examples, the Exception cited Qwest's release of a clarification to theRelease 6.0
Baseline Candidates on August 23, 2000 - more than one month after the CICMP calendar delivery date
(July 20, 2000) and the release of the initial Baseline Candidates notification (July 21, 2000). The
Exception also reported that Qwest had to release two addenda to its EDI Release 6.0 Disclosure
Documents, published after the release of MA 6.0 to correct errors in the original Disclosure Documents.
The P-CLEC found the implementation of the two addenda to be cumbersome due to its impact on the
integrity of the EDI mapping applications and the piece-meal nature of arriving at a complete set of
business rules specifications. Additionally, the analysis of the change summaries was confusing because it
was not evident whether the second addendum was inclusive or exclusive of the changes noted in the first
addendum. This confusion is compounded by the fact that Qwest does not provide a documentedprocess
that details how a co-provider should implement changes noted in Disclosure Document addenda.
In Qwest's response to the cited issues, it indicated that it does not believe this Exception documents a
problem with its systems or processes. Qwest indicated that, during the EDI implementation process with a
co-provider, Qwest provides a timeline of when Release Notifications were and will be published andmade
available to the co-provider, and stated it believes this process adequately addresses the necessary
implementation planning and scheduling activities. Qwest noted that, while it is desirable to meet or
exceed all published target release dates, there is a notice on the CICMP Release Calendar that all proposed
MA release dates are only targets and changes may occur duringan M A release life cycle that impact

these target dates. Should changes occur, Qwest stated it would update its target dates and communicate
this to the co-provider.
With respect to the Exception's use of the delayed MA 6.0 Re-certification Notice, Qwest indicated that,
during the conversion to a new MA EDI Release, it is the co-provider' s responsibility to initiate the
migration process. An initial migration meeting will be held to discuss re-certification, migration strategy
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and data conversion. A project plan will be developed and mutually agreed upon to assist in the scheduling
of appropriate resources for the migration.

Recommendation

HP does not believe Lhat Qwest has fully addressed Lhe issues raised in this Exception. First, while Qwest
notes that its published target release dates may change during the life cycle of an MA release, Qwest has
not addressed the impact that such delays have on a co-provider's ability to accommodate and plan for new
release implementations on a shortened timeframe. Co~providers plan their release implementations based
on the release calendar provided by Qwest. If a co-provider cannot be assured that targeted release dates
will be met, it will have difficulty coordinating the necessary resources to implement the new release.
Further, when a documentation release is delayed, co-providers must alter their development and
implementation plans to ensure that the appropriate resources are available to complete the necessary
review and development in the shortened timeframe.
Second, Qwest indicated in its response that the co-provider is responsible for initiating the migration
process to a new release, and that, consequently, its publishing of the MA 6.0 Re-certilication Notice three
weeks behind schedule, and on the same date MA Release 6.0 was implemented, does not constitute a
problem. While HP accepts that the co-provider may be responsible for initiating migration to a new MA
release, this does not remove from Qwest the responsibility to notify co-providers in a timely manner that
re-certification and migration plans need to be developed. The Re-certification Notice is important to co-
providers in their planning for the migration process in that it provides the timeframes in which re-
certification must be completed.
Third, in addition to Qwest's delayed publishing of Release Notifications, this Exception also addressed the
issue of Qwest's frequent re-release of Release Notices and Disclosure Documentation. As was
documented in the Exception, when Qwest releases addenda to its documentation, co-providers are forced
to develop their interfaces in a piece-meal fashion and often have to re-code their EDI maps to account for
changes to Qwesfs business rules specifications. This requires co-providers to devote additional time and
resources to the development and implementation of new MA releases. In its response, Qwest did not
address this deficiency in its release change management process.
HP recommends that this Exception remain open pending the outcome of the current ROC TAG review of
proposed Change Management Performance Indicator Definitions (PIDs). Of the Change Management
PIDs under consideration, this Exception directly correlates to "PO-I6 Timely Release Notifications,"
proposed by Qwest and "RQ-3 Release Quality," proposed by the co-provider community, Implementation
of these PIDs will require Qwest to resolve the root cause of the issues cited in this Exception in order to
meet established benchmark performance standards.
Further. HP requests clarification with regard to the multiple releases of Disclosure Document addenda and
release notifications cited in this Exception, as these multiple releases have a significant effect on the
quality and reliability of an M A EDI Release, and impact a co-providerls ability to plan, develop, test and
implement its EDI interface. The attached table, identifying the multiple revisions and addenda to the MA
Release 6.0 Disclosure Documents, shows the magnitude of this impact on co-providers.

Qwest  Supplementa l Response to HP Comments (06/28/2001):

Qwest is making a proposal to change its change management program to meet the needs of the industry
and align Qwest with evolving industry directions. To this end, Qwest is working this issue in the
regulatory workshops and the CICMP Forum and has prepared a proposal for collaborative development of
a change management program that will address the concerns raised in this and other observations. The
details of the program will be collaboratively refined with the CLECs in the Qwest CICMP forum. Qwest
has identified and expects the program to contain the following elements, some of which address the issues
raised in this observation. For example;
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I ROC Observation & Exception Formal Response

On a quarterly basis, Qwest would begin sharing with Co-Providers its 12-MonthDevelopment View
(View) that includes all proposals that impact Co-Providers-those initiated by Qwest and Co-
Providers. Co-Providers would then have an opportunity to provide Qwest with input to the
development plan.

Qwest proposes to improve its application-to-application notification process to meet the requirements
proposed by the industry's Ordering and Billing Forum (OBP) with Issue 2233, Qwest proposes to
incorporate into the CICMP Qwest initiated CRs which impact Co-Providers, classify and prioritize
CRs by severity type and collaborate with CLECs to develop system releases that include and meet
regulatory, system and CLEC requirements.

In addition, Qwest's proposal will include guidelines and procedures for:
Escalations/Expedites of changes
New and/or Retired Interfaces
Change notification for Products/Processes

Qwest believes that this comprehensive and collaborative approach to change management will address
these issues and align Qwest with the direction the industry is taking with change management. Additional
information/details will he available once the work in regulatory workshops and with the CLECs has
concluded.

Qwest is in ongoing negotiations with the ROC TAG to arrive at agreement on two Change Management
Performance Indicator Definitions (PIDs). The Change Management PIDs under consideration include
"PO-16 Timely Release Notifications," and "GA-7 Software Outage Resolution". A meeting was held
June 20th to review the latest drafts of these proposed PIDs. In that meeting tentative agreement was
reached on PO-l6. Formal TAG approval is expected in the June 28"°  TAG meeting. Qwest needs to
provide a response to two outstanding issues on GA-7 and expects approval upon satisfactory resolution of
these two issues. Implementation of these PIDs will require Qwest to resolve the root cause of the issues
cited in this Exception in order to meet established benchmark performance standards. Qwest does not
support the third Change Management PID, "RQ-3 Release Quality," proposed by the co-provider
community. This PID proposal is at impasse and under review by the ROC Steering Committee.

HP Supplemental Recommendation (12/21/2001):

HP agrees with Qwest's proposal in their Supplemental Response dated 6/28/2001:
"Qwest is making a proposal to change its change management program to meet the needs of the
industry and align Qwest with evolving industry directions. "

Due to the nature of the complexity of the solution to this Exception and the length of time it will take for
Qwest to implement, HP recommends that this Exception remain open pending the successful
implementation of the changed CICMP process.
Based on Qwestls Agenda provided for the July l l"', 2001 "CLEC/Qwest working session to modify the
Change Management Process", there will be a timeline adapted for proposal review with the CLEC
community.
And further based on the outcome of the timeline development, HP will provide an update to this Exception
recommendation on a quarterly basis.

Qwest Focus O & E Supplemental Response (12/21/2001):

Qwest held a call on December 13 with HP to clarify remaining questions in order to close this observation.
Qwest will proceed to answer the remaining questions listed below from this call.
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Has Qwest addressed the impact that changes to published target release dates during the life
cycle of an MA release have on a co-provider's ability to accommodate and plan for a new
release implementations on a shortened timeframe?

Qwest Response: Qwest has addressed the impact that changes to published target release dates
have on a CLEC's ability to accommodate and plan for a new release. In the CMP Redesign
effort, Qwest and CLECs have collaboratively developed language governing IMA-EDI releases.
This language is included in the Changes to Existing OSS Interfaces section of the Master
Redlined CLEC-Qwest CMP Re-design Framework - Revised I2-10»0l
(http://www.qwest.com/wholesale/cmp/redesign.html). This section details how Qwest will follow
a 73-calendar day timeframe, beginning with the publication of draft technical specifications,
similar to the timeline outlined in the proposed Ordering and Billing Forum (OBF) guidelines.
Qwest will begin implementation of this timeline and language beginning with IMA-EDI release
10.0.

Has Qwest addressed requirements for Re-certification Notice to co-providers that re-certitication
and migration plans need to be developed? Timeframe requirements? Content requirements?

Qwest Response: The CMP Redesign team, along with Qwest, is negotiating refined
language to the existing certification and re-certification processes, including discussion of
migration test planning, content, and timeframes. Qwest has provided the Redesign Team with
proposed language addressing these subjects, The Redesign Team will address these issues al the
January 22, 23, and 24 Redesign session.

Has Qwest addressed issues with regard to the multiple releases of Disclosure Document addenda
and release notification releases?

QwestResponse: Qwest will propose language on January 18, 2002, that will address the CLEC's
concerns regarding multiple changes to Disclosure Documentation in a post production
environment that require changes to CLEC's systems. Addendum language will be discussed and
potentially agreed upon during the January 22, 23, and 24 Redesign session.

Has Qwest addressed deficiencies in its release change management process related to Qwest's
release of addenda m its documentation?

Qwest Response: See Qwest's response to #3 above.

HP 2nd Supplemental Recommendation (January 11, 2002):

Qwestls responses to Questions #2 and #3 indicate that the CMP Re-Design Core Team will be reviewing
proposals related to the resolution of the Exception during the January 22-24 redesign meetings.
Also, Qwest indicates in its response to Question #3 that it has not yet completed the proposed draft
language or provided it to the redesign team. This proposed language, according to Qwest, will be
available on January 18, 2002.

I n order so ensure that the language proposed by Qwest, and reviewed by the CMP Re-Design team,
addresses the open issues of this Exception, HP requests the following:

1, Qwest provide HP with copies of the proposed language, referenced in its responses Io Question
#2 and #3 above, that have been, or will? be, provided to the CMP Re-Design Core Team for
discussion in the January 22-24 redesign meetings; Ana'
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2. Qwest provide HP with a summary of the discussions, and any decisions made, during the January
2284 redesign meetings on the points that apply to the answers provided in this response.

HP will continue to monitor this Exception by means of re-res! (Category 4) and will provide a
supplemental response ajier the above requests have been satisfied and completed

Qwest Response to HP Second Supplemental Reeommendahbn (February 12, 2002) '

Qwest has reviewed HPs request and is providing the following information and documentation in response
to items 1 and 2 above.

1) Qwest [Io] provide HP with copies of the proposed language, referenced in its responses to Question #2
and #3 above, that have been, or will be, provided to the CMP Re-Design Core Team for discussion in the
January 22-24 redesign meetings;

Qwest has attached the two documents that outline the proposed language for Disclosure addenda
(Attachment 1) and Cerlilication/Re-certification (Attachment 2). Certilication/Re-certification
language was discussed and inserted into the "Master Redlined CLEC-Qwest CMP Redesign
Framework - Revised 02-07-02" al the February 5-7 CMP Redesign session. Section 10.1 of the
agreed Certifica1ion/Re-certihcalion language, which is included in Attachment 2, addresses test
planning, content, and timeframes. Qwest's disclosure addendum proposal has not been discussed
IO date.

2) Qwest provide HP with a summary cf the discussions, and any decisions made, during the January 22-
24 redesign meetings on the points that apply ro the answers provided in this response.

Qwest proposed that both of the items described above be covered in the January 22-24 Redesign
session. See the agenda mailed to attendees with the appropriate highlights (Attachment 3).
Unfortunately, many issues were not addressed due to extended discussions on some issues.
Cer1ification/Re-certification language was discussed and inserted into the "Master Redlined
CLEM-Qvest CMP Redesign Framework - Revised 02-07-02" at the February 5-7 CMP Redesign
session. Qwest disclosure addendum proposal has net been discussed to date.

Attaehment(s): Roc_T1281 _EXP2003_AtLachmenL_
ROC_TI281_EXP2003_AtLachmeNt_2_02__l2_02,doc,
ROC_TI281__EXP2003_Attachment_3_02__12_02.dOc

1_02_l2_02.doc,
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ATTACHMENT l

Action Item 217 Redesign Issues Actions Log - QWEST PROPOSED LANGUAGE DISCLOSURE
DOCUMENT ADDENDA-

Following is a high level overview of the current disclosure, release and addendum
process:

Draft Developer Worksheets -- 45 days prior to a release the draft Developer
Worksheets are made available to the CLEC's.

Final Disclosure - 5 weeks prior to a release the Final Disclosure documents,
including I charts and developer worksheets are made available ro the CLECs.

Release Day - On release day only those CLECs using the MA GUI are required to
cut over to the new release.

1ST Addendum - 2 weeks after the release the 1$' addendum is sent to the CLECs.

Subsequent Addendum's - Subsequent addendum's are sent to the CLECs after the
release as needed. There is no current process and timeline.

EDI CLECs - 6 months after the release those CLECs using EDI are required to cut
over to the new release. CLECs are not required to support all new releases.



ATTACHMENT 2

Certification and Recertification Testing - Agreed to Language inserted into the "Master
Redlined CLEC-Qwest CMP Redesign Framework - Revised 02-07-02" at the Feb 5~7

CMP Redesign session.

[Redesign 02-06-02]

10.0 APPLICATION-TO-APPLICATION INTERFACE TESTiNG

If CLEC is using an application-to~application interface, CLEC must work with £2west to
certify the business scenarios titan CLEC will be using in order tis ensure successful
transaction processing in production. If multiple CLECS are using a servitze bureau
provider, the service bureau provider need only be certified for the first parlfcipatirrg
CLEC; subsequent OLEos using the service bureau provider heed not.be certified
Qwest aha CLEC shall mutually agree to the business scenarios for wltich CLEC
requires celtiiicatioh. Certification will be granted for the specified release of the
application-to-application interface. if -CLEC is certifying multiple products or services,
CLEC has the option of certifying those products or services serially 'of in parallel .et
technically feasible.

New releases of the application-to-application interface may require re~cel'tification of
some or all business scenarios. A determination as to the need for recertification will be
made by the Qwest coordinator an conjunction with the release manager of each release.
Notice of the need for recertification will be provided -ro CLEC as the new reSale is
implemented, The suite of re-certification test scenarios will be provided to- GLEG with
the initial and iirial Technical Specifications. Ii CLEG is certifying tnuliipie products of
services, CLEC has the option Of certifying those products or services serially or in
parallel, if technically feasible. If multiple CLECS are using a service bureau provider, the
service bureau provider need only be re-certified for the first participating CLEC;
subsequent CLECs using the service bureau provider need not be re~certified,

Qwest provides a separate Customer Test Environment (CTE) for the testing of
transaction based application-to-application interfaces for pre-order, order, and
maintenance/repair. The CTE will be developed for each major release and updated for
each point release that has changes that were disclosed but not implemented as part of
the majorreleaee. Qwest will provide test files for batch/file. interfaces leg, billing). The
CTE for Pre-order and Order Currently includes'

Stand Alone Test Environment (SATE)

interoperability Testing

Controlled Production Testing

The CTE for Maintenance and Repair currently induces:

`CMIP Interface Test Environment (MEDIACC)

Qwest provides initial implemerliation testing, and migration testing (from one version to
the next) for all types of ass interface change requests. Controlled ProduCtion Testing
i also provided for Pre-Grder and Order. Such testing provides the opportunity to test



the code associated with those OSS interface exchange requests. The CTE will also
provide the opportunity for regression testing of OSS interface functionality.

10.1 TestingProcess
Qwest will send an tndustiv notification, including testing schedules (see Sectibra 53.0. aL
Changes to Existing OSS Interfaces), to CLECS so they may determine their intent t¢
participate in the test. CLECs wishing to test with Qwest must participate in at least one
joint planning sessiars and determine:

Connectivity (required)

Fireweili anti Protocol Testing (required)

Cczntrfniled Production (required)

Production Tum-up (required)

Test Schedule (required

O

A joint CLEC~Qwest test plan may also include some or at! of the ¥<>llowing based on
type of testing requested:

Requirements Ffeview

Test Data Development

Progression Testing Phase

Qwest will communicate any agreed upon changes to the test schedule. CL;ECs are
responsible for establishing and maintaining connectivity tn the GTE;

Provided a GLEC uses the same software components and similar conriectivlty
configuration as it uses in production, the CLEC should, in general, experience response
times similar to production. However, this environment is not intended for volume
testing. The CTE contains the appropriate applications for pre-ordering and -Local
Service Request (LSR) ordering uP to but not including the. service order processor,
Qwest intends to include the service order processor as part of the SATE component of
the CTE by the end at 2002. Production code problems identified in the test environment
will be resolved by using the Production Support process as outlined in Section 1% ,0.



ATTACHMENT 3

Announcement Date:
Effective Date:
Document Number:
Notification Category:
Target Audience:

January 17, 2002
January 22,2002
GENL.
General
CLECs, Resellers

Subject: Agendas for the January 22 through January 24, 2002 Qwest-CLEC
Working

Session to Modify the Change Management Process

The agendas for the next Change Management Process Re-design worldng session with the Core
Team are attached for your reference.

Date:
2002

Tuesday, January 22, Wednesday, January 23, and Thursday, January 24,

Locations: 1801 California Street, 23"' Floor, Executive Conference Room,
Denver, CO

Time: 10 AM to 5 PM Mountain Time (January 22 with a working lunch)
9 AM to 5 PM Mountain Time (January 23 and January 24)

Conference Bridge: Dial-In Number: 877.550,8686
Conference ID: 2213337#

The agendas along with meeting material will be emailed to you and posted on the web site by
January 18: http;//www.qwest.com/wholesalefcmp/redesign.html.

Sincerely,

Qwest



MEETING MATERIAL
•

•

•

•

•

•

•

•

•

•

•

•

•

•

•

•

c

CMP Redesign Meeting January 22 - 24 Notice and Agenda - 01- 14-02
CMP Re-Design Core Team Issues and Action Items Log - 01-14-02
CMP Re-design Discussion Running List - 01-08-01
Changes that DO NOT Alter CLEC Operating Procedures - 01- I5-02
Change Management Process (CMP) Improvements - 11-26-01
Qwest CMP Improvement Process - 11-26-0 I
Qwest Proposed History Change Log -
Qwest Proposed CR Prioritization Language
SCRPPro used Language - 12-10-01 _

R 2

Qwest Proposed Interface Testing Language - Revised 11-27-01
AT&T Interface Testing Issues - 12-03-01
Changes Resulting from New Production Support Language - 01-16-02
Qwest-CLEC Technical Issues Escalation - January 16, 2002
CLEC Open cases 0101 lo 01022 - 01-10-02
Updated Event Notification Form - 01-16-02
Qwest Proposed TERMS Language - 01-08-02
Qwest Proposed Action Item Language - 01 - 14-02
Qwest Proposed Managing the CMP Language - Revised 11-20-01
Combined CMP Redesign Gap Analysis - 01-17-02
AT8cT CMP Redesign Gap Analysis Addition - 01-14-02
AT&T CMP Redesign Gap Analysis - OI -11-02
Covad CMP Redesign Gap Analysis - 01-11-02
Eschelon CMP Redesign Gap Analysis - 01-11-02
WorldCom CMP Redesign Gap Analysis - 0]-11 -02
Facilitator CMP Redesign Gap Analysis - Ol -11 -02
Schedule of CMP Redesign Working Sessions - Revised 12-11 -01
Master Redlined CLEC-Qwest CMP Redesign Framework - Revised 01-03-02
System Event Notification Subscription Announcement .- Published 06-01 -0 I
Excerpt from Schultz E-mail - Action Item 198
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.*

Revised 12-20-01

Revised 12-6-01



Tuesday, January 22, 2002 (10 am to 5 pm Mountain Time)

Wednesday, January 23 and Thursday, January 24, 2002 (9 am to 5 pm Mountain Time)

1801 California Street, 23rd Floor,Executive Conference Room, Denver, C0
Conference Bridge: 1-877-550-8686 Conference ID' 2213337 (hit #)

AGENDA-Tuesday, January 22
LEADTOPIC

Introduction (10°00 am - 10:15 am MT)
Qwest

Indy Schultz,

Take attendance
Facilitator
Review Agenda

Judy Lee,

All

•

•

•

Discussion and Status (10:15 am - 4:45 pm MT)
10:15 am - Noon (including a 10-minute break)
a Discuss and develop guidelines for "What is not CLEC-impacting" for Product/Process
• Read-out on Interim Product/Process Change Process Implementation
• PCAT and Tech Pub Documentation and History Change Log (Betty Heir, SueMcNa)

CLECs want the version number at the front of the document (#l 99)
• Identify existing documentation version control tools (#200)
• How will the history change log work with the holding tank documents

(#201)
Review Historical Change Log document and determine implementation
date (#202)
Provide a drop down list for the PCAT topical section (#203)
How will Qwest insure that the dot changes and holding tank changes get
updated on the operational version? (#204)
Implementation of interim document review process (#70)

Noon to 12:30 pm Pick up Lunch

All

•

•

•

a

•

•

12:30 pm - 4:45 pm (including a 10-minute break)
• (Continue from tomin discussions, if needed)
Prioritization Process

Qwest position on prioritizing Regulatory changes (#l67, 171, 181, 195)
Qwest position on prioritizing industry Guideline changes (#168)
What is the process for an exception item during Prioritization? (#93)
Will a new OSS Interface CR go through prioritization? (#149)
Is prioritization on a per OSS basis? (#l 50)
Review LOE process t.o see if additional changes need to be made,

Criteria used to determine 'level of effort' (Action item # 146, 214) (Teresa
Jacobs)

Can a CLEC prioritize/rank OSS interface CR candidates, even if the
CLEC is not using the interface? (COIL-WCom)

Attach the latest ranking form, sample of candidate list, and tabulation
form (#174)

•



Provide a decision on whether to provide copies of documentation
regarding prioritization and sizing (#196)

Review proposal on Special Change Request Process (SCRP)
If necessary, revisit Types of Changes (related to Prioritization discussion on

Regulatory and Industry Guidelines #l69)
Interface Testing

134133
Define process for addressing non-production support problems that occur during
Interface Testing; and address the pnooess when a production code problem is
found in the test environment. (#208)

ATT Interface Testing Issues (Mitch Menezes)
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Tuesday, January 22, 2002 (10 am to 5 pm Mountain Time)

Wednesday, January 23 and Thursday, January 24, 2002 (9 am to 5 pm Mountain Time)

1801 California Street, 23rd Floor, Executive Conference Room, Denver, C0
Conference Bridge: 1-877-550-8686 Conference ID: 2213337 (hit #)

AGENDA-Wednesday, January 23
TOPIC
Introduction (9:00 am - 9:15 am MT)

LEAD
Judy Schultz,

Qwest
Take attendance
Facilitator

Judy Lee,

Discussion and Status (9:15 am - 4:45 pm MT) All
(including a 10-minute morning and afternoon Break and an hour Lunch)
• Continue from previous day discussion, if needed
• Discuss and close on Master Redline Language for following Issues and Action

Items:
OSS Interface CR Initiation Process

Proprietary CR andO
Comments/Concerns (#88, 89)

O
(#118)

O
Interface CRs (#148)

o

Criteria for a Deny CR

Qwest-initiated OSS

CRs that impact both an
OSS Interface and Process (#163)

O Review Qwest proposed
language on the content of the Regulatory and industry guideline CR (Action
item # 212)

O Develop a process to
debate whether a CR is a regulatory and industry guideline change (Action item #
213)

o Address how the CMP
will handle similar CRs and a housekeeping method for old CRs (#224)

o Review Walk-on CR
language for CMP meeting (ATT Issues List #6)

O
CLEC Comments in the Master Redline framework

o Provide the end-to-end
development life cycle and time interval for Systems (#197)

Review and close on

Changes to An Existing GSS Interface Elements
O "Draft" industry

o

guideline changes (#94)
Define changes to an

OSS interface that may not require a CLEC to make codingchanges,but may
affect CLEC process or operations, (#137)



o

O

o

O

O

#14)
Is the EDI Implementation Quideline under the scoot of CMP? (#143)

'
d%3H¢*2€ MQW 15 it*

Technical Specifications (#141)
CR Initiation Process takes place before Changes to An Existing (#l42),

Discuss and clarify in the Master Redline that CRs precede any
changes (change, introduction, and retirement of OSS Interface) within
the scope of CMP (exceptions? production support?) (AT&T Issue List

releases per calendar year per OSS, other than MA (#139)
What is included in
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O

O

Introduction of A New OSS Interface
Review and close on CLEC Comments in the Master Redline framework
Close on timeline Note language (#140) and business days vs. calendar

days timeline

Retirement of Existing OSS Interfaces
o Review anddose on CLEC Comments in the Master Redline framework

Production Support (Teresa Jacobs)
o Event notification

subscription process (#205)
O Determine

implementation date for production support (#210)
o Examples of IT Help

Desk Trouble Tickets (#211)

o

Escalation Process
Define an escalation

process for technical production problems for both CLECs and Qwest (#189)

o

- Exception Process
Review the Exception process; what constitutes an exception for Systems, Product & Process
and overall (#93), and action item # 126 and 215 (ATT Issues List #7).

Administration
O

O

Re-visit the CMP Web Site (#loG)
Timeframe and method that Qwest provides a notice on a CR response and post
on web site (#145, 156)

O

O

Managing the CMP
Roles of representatives (#l 07, 172)
AT&T Issue List # la: Has there been a discussion yet of what happens

at the end of redesign? Do we all review the Master Redline and provide
comments and get to where we say it is done (is this a vote)? Is there a process
to send the whole thing to the entire CMP body? Once it goes to the CMP body,
will there be a walk through of the document with time for questions/comments?
Is there a vote at the CMP body? (#l77, 178)

Introduction and Scope
o Timelines under the CMP are 'defaults' (#153)

Terms (#I06,133, 162, 182)

Scheduled Maintenance for OSS Interface (#209)

Training (#152)

Discuss and close other items from the Issues and Action ItemsLog
Are Call Center outages included in the "outages" sub-category? (#40)



Network outage notification process (#42)
Differences due to geography (#187)
Send out and discuss affinity between 25001 and 30623 (#193)
Provide an explanation for regulatory number pooling CR (#194)

Adjourn



Tuesday, January 22, 2002 (10 am to 5 pm Mountain Time)

Wednesday, January 23 and Thursday, January 24, 2002 (9 am to 5 pm Mountain Time)

1801 California Street, 23"1 Floor, Executive Conference Room, Denver, CO
Conference Bridge: 1-877-550-8686 Conference ID: 2213337 (hit #)

AGENDA-Thursday, January 24
TOPIC
Introduction (9:00 am - 9°15 am MT)
Qwest

LEAD
Judy Schultz,

Take attendance
Facilitator

Discussion and Status (9:15 am - 4:30 pm MT) All
(including 10-minute morning and afternoon breaks and an hour lunch)
• Continue lion previous day discussion, if needed
• Gap AnalysisDiscussion and determine future session topics
• Read out from Arizona Workshops
• Review Schedule of Future Working Session along with topics
¢ Discuss and close on additional issues and actions from this 3-day session

Judy Lee,

Next Meeting (4:30 pm to 5:00 pm M T ) Al l
Determine discussion items and material needed for the next session•

Adjourn



MEMORANDUM

DATE :

TO:

FROM:

RE:

July 13, 2001

ROC TAG

Martha McMillirl, Hewlett-Packard Consulting

Qwest Supplemental Response to Exception 2003

Summary
As documented in the Exception, Qwest does not follow its established release
notification schedule when implementing MA releases, and does not provide complete
and accurate information in its release notifications to enable co-providers to prepare
adequately for certification and implementation of new releases, Co-providers must
complete their analysis, development, and testing efforts within a shortened time frame,
which creates greater opportunity for errors to occur in a co-provider's implementation
efforts. Further, Qwest's inability to provide complete and accurate release
documentation in its initial delivery of release notifications greatly increases the time
and resources a co-provider must commit to implementing a new MA EDI release.

Discussion
Based upon the P-CLEC's experience in implementing EDI Release 6.0, Qwest did not
follow its established release timeline, as posted on the CICMP website calendar.
Because of Qwest's deviation from the posted release schedule, the P-CLEC
experienced implementation planning, resource scheduling, and quality assurance
issues. In the Exception, the P-CLEC provided a table comparing the targeted release
dates of MA 6.0 Release Notifications, and the actual dates on which the release
notifications were distributed by Qwest. Among the late release notifications, Qwest
provided the 6.0 Recertification Notice on the same day Release 6.0 was implemented
and three weeks after the projected delivery date.

Further, this Exception noted that Qwest release notifications do not always provide
complete and accurate information. As examples, the Exception cited Qwest's release
of a clarification to the Release 6.0 Baseline Candidates on August 23, 2000 - more
than one month after the CICMP calendar delivery date (July 20, 2000) and the release
of the initial Baseline Candidates notification (July 21, 2000). The Exception also
reported that Qwest had to release two addenda to its EDl Ftelease 6.0 Disclosure
Documents, published after the release of MA 6.0 to correct errors in the original
Disclosure Documents.

The P-CLEC found the implementation of the two addenda to be cumbersome due to its
impact on the integrity of the EDI mapping applications and the piece-meal nature of
arriving at a complete set of business rules specifications. Additionally, the analysis of
the change summaries was confusing because it was not evident whether the second
addendum was inclusive or exclusive of the changes noted in the first addendum. This
confusion is compounded by the fact that Qwest does not provide a documented

[5] 1 of 78-79
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process that details how a co-provider should implement changes noted in Disclosure
Document addenda.

In Qwest's response to the cited issues, it indicated that it does not believe this
Exception documents a problem with its systems or processes. Qwest indicated that,
during the EDI implementation process with a co-provider, Qwest provides a timeline of
when Release Notifications were and will be published and made available to the co-
provider, and stated it believes this process adequately addresses the necessary
implementation planning and scheduling activities. Qwest noted that, while it is
desirable to meet or exceed all published target release dates, there is a notice on the
CICMP Release Calendar that all proposed MA release dates are only targets and
changes may occur during an MA release life cycle that impact these target dates.
Should changes occur, Qwest stated it would update its target dates and communicate
this to the co-provider.

With respect to the Exception's use of the delayed MA 6.0 Re-certification Notice,
Qwest indicated that, during the conversion to a new MA EDI Release, it is the co-
provider's responsibility to initiate the migration process. An initial migration meeting
will be held to discuss re-certification, migration strategy and data conversion. A project
plan will be developed and mutually agreed upon to assist in the scheduling of
appropriate resources for the migration .

Recommendation

HP does not believe that Qwest has fully addressed the issues raised in this Exception.
First, while Qwest notes that its published target release dates may change during the
life cycle of an MA release, Qwest has not addressed the impact that such delays have
on a co-provider's ability to accommodate and plan for new release implementations on
a shortened timeframe. Co-providers plan their release implementations based on the
release calendar provided by Qwest. If a co-provider cannot be assured that targeted
release dates will be met, it will have difficulty coordinating the necessary resources to
implement the new release. Further, when a documentation release is delayed, co-
providers must alter their development and implementation plans to ensure that the
appropriate resources are available to complete the necessary review and development
in the shortened timeframe.

Second, Qwest indicated in its response that the co~provider is responsible for initiating
the migration process to a new release, and that, consequently, its publishing of the MA
6.0 Re-certification Notice three weeks behind schedule, and on the same date MA
Release 6.0 was implemented, does not constitute a problem. While HP accepts that
the co-provider may be responsible for initiating migration to a new MA release, this
does not remove from Qwest the responsibility to notify co-providers in a timely manner
that re-certification and migration plans need to be developed, The Re-certification
Notice is important to co-providers in their planning for the migration process in that it
provides the timeframes in which re-certification must be completed.

Third, in addition to Qwest's delayed publishing at Release Notifications, this Exception
also addressed the issue of Qwest's frequent re-release of Release Notices and
Disclosure Documentation. As was documented in the Exception, when Qwest
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releases addenda to its documentation, co-providers are forced to develop their
interfaces in a piece-meal fashion and often have to re-code their EDI maps to account
for changes to Qwest's business rules specifications. This requires co-providers to
devote additional time and resources to the development and implementation of new
MA releases. In its response, Qwest did not address this deficiency in its release

change management process.

HP recommends that this Exception remain open pending the outcome of the current
ROC TAG review of proposed Change Management Performance indicator Definitions
(PIDs). Of the Change Management PIDs under consideration, this Exception directly
correlates to "PO-16 Timely Release Notifications," proposed by Qwest and "RQ-3
Release Quality," proposed by the co-provider community. Implementation of these
PIDs will require Qwest to resolve the root cause of the issues cited in this Exception in
order to meet established benchmark performance standards.

Further, HP requests clarification with regard to the multiple releases of Disclosure
Document addenda and release notifications cited in this Exception, as these multiple
releases have a significant effect on the quality and reliability of an MA EDI Release,
and impact a co-provider's ability to plan, develop, test and implement its EDI interface.
The attached iablel, identifying the multiple revisions and addenda to the MA Release
6.0 Disclosure Documents, shows the magnitude of this impact on co-providers.

Qwest Supplemental Response to HP Comments (June 28, 2001):

Qwest is making a proposal to change its change management program to meet the
needs of the industry and align Qwest with evolving industry directions. To this end,
Qwest is working this issue in the regulatory workshops and the CICMP Forum and has
prepared a proposal for collaborative development of a change management program
that will address the concerns raised in this and other observations. The details of the
program will be collaboratively refined with the CLECs in the Qwest CICMP forum.
Qwest has identified and expects the program to contain the following elements, some
of which address the issues raised in this observation. For example:

On a quarterly basis, Qwest would begin sharing with Co-Providers its 12-Month
Development View (View) that includes all proposals that impact Co-Providers-
those initiated by Qwest and Co-Providers. Co-Providers would then have an
opportunity to provide Qwest with input to the development plan.

• Qwest proposes to improve its application-to-application notification process to
meet the requirements proposed by the industry's Ordering and Billing Forum
(OBF) with Issue 2233. Qwest proposes to incorporate into the CICMP Qwest
initiated CRs which impact Co-Providers, classify and prioritize CRs by severity
type and collaborate with CLECs to develop system releases that include and
meet regulatory, system and CLEC requirements.

1 EXC2003 HP Reply Attachment
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In addition, Qwest's proposal will include guidelines and procedures for:
Esoalatiorls/Expedites al changes
New and/or Retired Interfaces
Change notification for Products Processes

Qwest believes that this comprehensive and collaborative approach to change
management will address these issues and align Qwest with the direction the industry is
taking with change management. Additional information/details will be available once
the work in regulatory workshops and with the CLECs has concluded.

Qwest is in ongoing negotiations with the ROC TAG to arrive at agreement on two
Change Management Performance Indicator Definitions (PIDs). The Change
Management PlDs under consideration include "PO-16 Timely Release Notifications,"
and "GA -7 Software Outage Resolution". A meeting was held June 20 th to review the
latest drafts of these proposed PlDs. In that meeting tentative agreement was
reached on PO-16. Formal TAG approval is expected in the June 28 th TAG meeting.
Qwest needs to provide a response to two outstanding issues on GA -7 and expects
approval upon satisfactory resolution of these two issues. Implementation of these PlDs
will require Qwest to resolve the root cause of the issues cited in this Exception in order
to meet established benchmark performance standards. Qwest does not support the
third Change Management pip, "RQ-3 Release Quality," proposed by the co-provider
community. This PID proposal is at impasse and under review by the ROC Steering
Committee.

HP Supplemental Recommendation (July 13, 2001):

HP agrees with Qwest's proposal in their Supplemental Response dated 6/28/2001 :

"Qwest is making a proposal to change its change management program ro meet
the needs of the industry and align Qwest with evolving industry directions."

Due to the nature of the complexity of the solution to this Exception and the length of
time it will take for Qwest to implement, HP recommends that this Exception remain
open pending the successful implementation of the changed CICMP process.

Based on Qwest's Agenda provided for the July 11"', 2001 "CLEC/Qwest working
session to modify the Change Management Process", there will be a timeline adapted
for proposal review with the CLEC community.

And further based on the outcome of the timeline development, HP will provide an
update to this Exception recommendation on a quarterly basis.

AT&T Comments:

Qwest proposes changes to its CICMP as the means to resolve the issues raised by
this Exception. HP notes that implementing those changes ii! take a good deal of
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time, and proposes that the Exception be kept open until its evaluation at the revised
Qwest Change Management Process l"cMp") is completed.

These issues beg the question of defining the later evaluation as the continuation of
testing of the Qwest Change Management Process or as a restart of testing. It is not
clear whether Test 23 is "paused" or is being continued.

The Master Test Plan describes Test 23, the Change Management Process test. It's
objective to determine the adequacy and completeness of procedures for
deveiopinq, publicizing, corrductirrq. and monitoring chantte management." On the
basis of this Exception, it appears that Qwest's current CICMP cannot serve as the
basis for successful testing of Qwest's Change Management Process. However, a
documented Change Management Process is one of the inputs to Test 23 - see 23.6.1
Test Inputs Items t, 2. and 3.

AT8¢T questions:
• is it KPMG/HP's intent to use the revised CMP for Test 23?

If yes. which release will be used for that test? See 23.6.1 Test Inputs
item 4. "One significant software release that has been recently
implemented"

o If no, which CMP is planned for Test 23?
Is it KPMG/HP's intent to continue testing the Change Management Process to
evaluate other aspects of Qwest's release notification and CLEC support
capabilities? See MTP Table 23.4.1 and 23.6.2 Test Activities.
Is it KPMG's intent to "pause" Test 23 until the revised Change Management
Process is available?

o

l
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00 Table of Contents x x
01 Main Introduction x x
02 EDI Introduction x X
OF Customer Service Record

Transaction Cvcle
x x X X

04 Address Validation Transaction
Cycle

X X X

05 Check Facilitv Availability Query
Service Availability Transaction
Cycle

x x
x X08

07 CFA Validation Transaction
Cycle

x x
x

08 Appointment Reservation
Transaction Cvcle

x x

OF Telephone Number (TN)
Assignment Transaction Cycle
TN-Appointment Cancellation
Transaction Cycle

x X

X x10

11 I LR Return x x x x
12 Meet Point Validation x x x x
13 Raw Loop Data x x x x
14 POTS Resale Order Submittal

PBX Order Submittal
X x x
x15 x x

16 Local Number Potwbiiity
Transaction Cycle

x x

17 Interim Number Portability (INC)
Order Submittal

x x

18 Unbundled Loop order
Submittal

x X

19 Unbundled Loop with NP Order
Submittal

x x

20 Unbundled Analog (ANA) Line-
Side Switch Port

x x

21 Unbundled Digital Line-Side
Switch Port

X x X

22 Resale Private Line Order
Submittal

x x

23 Centrex R sale Services x x x
24 BRI ISDN Resale Order

Submittal
x x

25 Directory Listing (Simple)
Feature

x x

26 Directory Listings Onlv Feature
Resale Frame Relav

x
x27 x

28 Megabit Resale x x

EXC2003 HP Reply Attachment

The following table identifies the multiple revisions that have been released for the MA Release 6.0
Disclosure Documents. Each row of the table notes the chapters of the Disclosure Documents that were
revised and the date of each revision. Fifty-three chapters and three appendices were included in the
initial release on December 8, 2000. Three revisions have been released, updating and revising certain
chapters. In addition, five addenda were added and released between January 15, 2001 and March 27,
2001.
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29 Public Access Line Ordering x x
30 Public Access Line Ordering

PSP
x x

31 Centrex 21 Resale Services x X x
32 DID In Onlv Trunk x x x x
33 Desiurl Trunk Resale x x
34 Unbundled Analog DID-PBX

Trunk
x X

35 DS1 DID-PBX Trunk Port
Facility

x x x

36 Ds1 DID-PBX Trunks x x
37 Unbundled Feeder LQQD x x x
38 Unbundled Distribution Loop

Unbundled Distribution Loop
with Number Portability

x x x x
39 x x x X

40 Shared Loop x x x x
41 UNE -p POTS x x x
42 UNE -c PL x
43 PRI ISDN Facing x x X
44 PRI ISDN Trunks x x x
45 UNE -p BRI ISDN x x
46 Fatal Error Response

Transaction
x x

47 Non-Fatal Error Response
Transaction

x x

48 Jeopardy Transaction x x
49 Firm Order Confirmation (FOG)

Completion Response
Transaction

x x x
50 x x

51 Service Request Status Inquiry
Transaction

x x

52 AutoStatus Change Inquiry
Push

x x

53 Functional Acknowledgement
Response Transaction Cycle
Developer Worksheets - Pre-
Order

x X

A x x x X

B Developer Worksheets Order
Developer Worksheets - Post-
Qrder

x x x x
C x x x

6.0 EDI Disclosure Addendum Version 1 01/15/01
6.0 EDI Disclosure Addendum Version 1 Correction Update 01/29/01
6.0 ED Disclosure Addendum Version 2 02/26/01
6.0ED Disclosure Addendum Version 3 03/23/01
6.0 addendum 3 Correction Update 03/27/01

EXC2003 HP Reply Attachment
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ROC Observation & Exception Formal Response

Test Vendor ID: OBS 3052

Qwest Internal Tracking ID: TI 676

Observation/Exception Title: Change Management Process

Test Type/Domain: Test 23- Change Management

Date Qwest Received' 11/08/2001

Initlkll Response Date : 11/15/2001

IS; S

"ppie m
gr!

HI Res

P omsg

a te |

1 1/28/2001

2" Supplemental Response Date . I 2/05/2001

am Supplemental Response Date: 12/28/200]

4"' Supplemental Response Date: 01/07/2002

5/n Supplemental Response Date: Ol/11/2002

6"' Supplemental Response Date: 0 I I2]/2002
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Test Incident Summary:

An observation has been identified as a result of the Lest activities associated with the Change Management
Review,M TP Test 23.

Observation:

Qwest's Change Management Process (CMP) does not have documented contingency plans andlor
processes to correct failures in the production version(s) of OSS interfaces.

Background:

Production support changes address defects in the production version(s) of an OSS interface. Such defects
may include interrupted connectivity, failed transactions, system crashes, degraded performance, data
corruption, memory leaks, and/or functionality not coded to specification.

The purpose of a production support process is to quickly and effectively restore critical production
components by repairing defects or implementing temporary work-around processes. This process would
also include the implementation of a tactical plan to complete restoration of normal production capabilities.
For critical situations, standard software release intervals would be too long to implement through the
established change management process.

Issue :
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ROC Observation & Exception Formal Response

KPMG Consulting observed that Qwest CMP does not have a documented process to address production
support changes. However, Qwest states in a recent public tilings that:

"While the parties have not fully discussed or reached agreement on the categories of changes to
be included in Qwest's CMP, Exhibit A includes all five categories of system changes included in
SBC's [SBC Communications, Inc.] documents. Those categories are listed in Exhibit A under
the heading Changes to Existing Interfaces. Qwest has already implemented the fve categories of
changes in its OSS CMP process." Italics added]

According to Ex
Type 1
Type 2
Type 3
Type 4
Type 5

habit AS, the five categories of changes are defined as follows:
Production Support change
Regulatory change
Industry Guideline change
Qwest Originated change
CLEC Originated change

KPMG Consulting infers from the above statements that Qwest has a documented process in place to
support Type 1 Production Support changes in the CMP Process.

KPMG Consulting examined the Qwest Change Management Process and established guidelines, but could
not locate documentation to support the above statement in italics. The Co-provider Industry Change
Management Process (CICMP) Document and the MA Change Management Doeumentj define various
change request processes, but lack specific information about production support changes that need to be
processed on an expedited basis,

Question:

1 Does Qwest have documented contingency plans and/or processes to correct failures in the
production version(s) of OSS interfaces" If so, KPMG Consulting requests that Qwest provide the
document(s) for review,

Qwest Formal Response

Qwest confirmed that Qwest OSS contingency plans exist and are utilized by production support teams.
The Qwest OSS Contingency Plan process is as follows;

] The first point of contact for a CLEC to report a production problem is the Wholesale Systems Help
Desk (WSHD). If the WSHD determines that a system needs to be involved to resolve the problem,
they will contact the AIP/Client Services team.

The AIP/Client Services team accepts and researches production concerns received from the WSHD.
They create Problem Management Record (PMR) tickets in the Problem Change Record Management
(PCRM) system to track the issues. These tickets are then assigned to the production support team for
the affected system. The AIP/Client Services teamprocess is outlined on their website at:

1 Qwest CorporationS Report on the Status of Change Management Process Redesign before the Public
Utilities Commission of the Stale of Colorado, dated 10/10/2001, page 7.
2 The term "parties" refers to Qwest and those CLECs involved in the CMP Redesign Process.
3 Master Redlined CLEM-Qvest CMP Redesign Framework, draft revised 10/3/2001.
4 The CICMP Document dated 5/1 1/200] was the last CMP document before the start of CMP Redesign. It
is located at http://www.qwesLcom/wholesale/cmp/whatiscmp.html,

The MA Change Management Document defines the process through which Qwest prioritizes and
processes Change Requests for MA software releases.

2.
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ROC Observation & Exception Formal Response

http:/lima-aip/trouble/newones/Ticket._Escalation.htm, This document will be provided as a
confidential data request attachment.

If the problem requires an immediate system change, this information is handed off to the development
team for the affected system. The production patch request process is then initiated.

Qwest is in the process of collecting all contingency plans and/or processes that exist to correct potential
failures in the production versions of each OSS interface. These plans and/or processes will be provided to
KPMG by November 27, 2001 as a supplemental response to Observation 3052.

Qwest Supplemental Response (11/28/01):

Qwest is providing contingency plans and/or processes that exist to correct potential failures in the
production versions of OSS interfaces via the usual data request process (DR no. TI-6'76S1) for the
following systems:

CPPD (CPS)
CRIS
EXACT
IABS
MA

MEDIACC/CEMR

Qwest is still in the process of collecting contingency plans and/or processes for the following systems:

HEET
TELIS

The plans and/or processes for HEET and TELIS will be provided to KPMG by December 4, 2001 via the
usual data request process (DR no. TI-676S2),

Qwest 2nd Supplemental Response (12/05/0I):

Qwest has completed the collection of contingency plans for the HEET and TELIS systems. Qwest
provided the HEET documentation via DR no. TI-6'76S2 on 12/4/01.

TELIS is a Cap Gemini Ernst & Young (CGE&Y) system. Qwest follows the procedures outlined in the
CGE&Y document titled "Notification of Software Defects and Severity Levels." This document defines
procedures for notifying CGE&Y of defects, defect management by CGE&Y and escalation procedures.
The document is CGE&Y proprietary and can not be distributed.

KPMG Comments (12/20/2001):

Documentation Review

KPMG Consulting confirms that it received the following documents from Qwest:

1. AIP/Client Services: Application in Production Ticket Escalation and Referral Process dated
November 16, 20016,
CPPD: Co-Provider Product Data System Support Plan dated February 7, 20007 ,

6 KPMG Consulting Data Request TI-676 Confidential Inforrl'lation,

3.
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ROC Observation & Exception Formal Response

4.

5.

6.

CRIS (BCDE):Billing Center of Excellence Problem Management Processdated February 14,
2001 ;
IABS; [ABS Problem ManagementProcessDefinition dated September 6, 29019;
MA: Production Patch Process (not dated)'°,

MEDIACC/CEMR:Production Support/Wholesale System Help Desk Problem/Gatage
Management Process (not dated)' 1,
HEET: Application Support & Change Management Plan dated November 27, 200112.

KPMG Consulting did not receive the data items relevant to EXACT andTELIS, that are referenced in
Qwest's supplemental response. Qwest indicated that the TELIS system documentation is proprietary and
cannot be distributed to KPMG Consulting for purposes of this review. KPMG Consulting requests that
Qwest provide the EXACT document as a supplement to Data Request reference number TI-676S2.

KPMG Consulting identified acronyms and/or systems that were not fully defined in the Qwest
contingency plans:

Document #2 referred to Polytron Version Control System (PVCS),
Documents #1, 3 8: 6 referred to Problem Change Request Management (PCRM),
Document #1 referred to TPSP (no definition provided).

KPMG Consulting will formally submit a Data Request for documentation that provides more detailed
information regarding these systems.

KPMG Consulting reviewed Qwest's responses, along with the documents it received, and noted the
following issues:

A,

B.

C.
D.

F,
G.

Four out of the seven documents do not contain essential document management elements such as
issue date, version number, author/business unit, change log, and assumptions;
Several documents do not provide definitions for participants and stakeholders (i.e., user, client,
requestor, originator, etc),
The process documents do not specify the definition and scope of production support issues,
The documents lack clarity regarding if, and how, CLECs interact with Qwest business units for
OSS problems;
Several documents do not specify that Qwest should notify CLECs about the severity of a trouble
ticket, or that CLECs can influence the severity assigned,
The documents lack intervals for notification, escalation, and resolution,
The documents do not specifically address the following:

planned and unplanned system outages;
slow response,
system availability; and
production support CRs.

U

•

s

Please refer to confidential Appendix A for KPMG Consulting's detailed analysis of the above seven

documents.

Process Review

7 KPMG Consulting Data Request TI-676S1 Confidential Attachment A.
It KPMG Consulting Data Request TI-676Sl Confidential Attachment B
9 KPMG Consulting Data Request TI-676S1 Confidential Attachment C.
10 KPMG Consulting Data Request TI~676Sl Confidential Attachment D.
11 KPMG Consulting Data Request TI-676S 1 Confidential Attachment E.
in KPMG Consulting Data Request TI-67652 Confidential Attachment A
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ROC Observation & Exception Formal Response

KPMG Consulting reviewed Qwest documents that specified OSS contingency plans, and found that these
documents lack specific references to, and consideration of, Qwest interactions with CLECs, These
contingency plans illustrate fragments of a production support framework, but do not constitute a
comprehensive process that defines how this change category is integrated into the overall CMP.

In the absence of a comprehensive process document, KPMG Consulting was unable to validate specific
steps and timelines related to each of the following production support processes;

A. Identification and verification procedures;
B. Evaluation, categorization, and prioritization procedures,
C. Internal and external communication procedures,
D. Status tracking and reporting procedures;
E. Escalation procedures,
F, Restoration and closure procedures,
G. Testing procedures, including test environments, and
H. Documentation management procedures.

KPMG Consulting requests that Qwest describe how production support issues and production support
changes are handled on in expedited basis. Production support has been defined as the process by which
CLECs interact with Qwest to resolve time sensitive production issues and changes. It is critical that
Qwest (internal and external) processes be clearly documented, well formed, and described, within the
context of the overall CMP. In the absence of a comprehensive framework for productions support issues
and changes, there is no assurance that Qwest OSS functionalities consistently meet the needs of CLEC
business operations.

Question :

What, if any, Qwest documentation, either provided to CLECs or used as internal guides, exists
that describes production support changes as a uniform process?

KPMG Consulting recommends that Observation 3052 remain open pending resolution of the above issues.

Qwest Response to KPMG Comments (12/'28/01):

Qwest has defined Polylron Version Control System (PVCS), Problem Change Request Management
(PCRM) and TPSP in its responses to data requests CM28, CM29 and CM30 respectively.

The CMP Redesign Core Team has tentatively agreed upon language for Production Support, which
addresses defects of systems and documentation. Refer to Attachment A: Producritm Support. Qwest has
addressed creation and implementation of an integrated change management process that addresses both
system enhancements and the correction of system bugs and documentation inaccuracies. Systems
enhancements are addressed in the Changes ro An Existing OSS Inrezface section of the Master Reallined
CLEC-Qwest CMP Re-design Framework .- Revised 12-10-01
(http://www.qwest.com/wholesale/cmp/redesign.html). (See Attachment B: Change to An Existing OSS
lnferjfaca)

The CMP documents referred to above as Attachments A and B, and provided to CLECs, define a uniform
process for production support and changes to OSS interfaces.

As slated in Qwest's Formal Response on November 15, 2001, when the Wholesale Systems Help Desk
determines that a CLEC reported trouble may require a back-end system fix, the trouble report is handed
off to the appropriate back-end system. Each Qwest back-end system will follow its own process for
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ROC Observation & Exception Formal Response

problem resolution and prioritization of fixes and communicate status back to the Help Desk. The
Wholesale Systems Help Desk will then communicate trouble ticket status back to the CLEC, The
Wholesale Systems Help Desk is the single point of contact with the CLEC regarding the status of trouble
tickets.

The Qwest Wholesale Systems Help Desk will update its methods and procedures and conduct training by
January 3, 2002 to ensure that Help Desk personnel follow the procedures outlined in the CMP Production
Support document (Appendix A)-

Qwest will update the following back-end system documents previously provided in Data Requests TI-676,
TI-67681 and TI-676S2 to include a description of the process of handing off Help Desk trouble tickets
(including those generated by CLECs) from the Wholesale Systems Help Desk and the requirement lo
communicate status back to the Help Desk. Qwest will also update these documents to include current
"document management elements" and participant and stakeholder information. These documents will be
updated by January 10, 2002:

I

2
3

4
5
6

AIP/Client Services: Application in Production Ticket Escalation and Referral Process dated
November 16, 2001
CPPD: Co-Provider Product Data System Support Plan dated February 7, 2000
CRIS (BCOE): Eilling Center of Excellence Problem Management Process dated November 27,
200 ]
IABS: [ABS Problem Management Process Definition dated September 6, 200 I
M A : Production Patch Process (not dated)
MEDIACC/CEMR: Production Support/Wholesale System Help Desk Problem/Outage
Management Process (not dated)

HEET is an obsolete system and Qwest is in the process of retiring it. Accordingly, the document "HEET:
Application Support & Change Management Plan dated November 27, 2001" will not be updated.

Qwest Supplemental Response (01/07/2002):

The documentation updates referenced in the 12/28/01 response remain on track for a 1/10/02 completion,
however, Qwest has determined that the Help Desk Personnel training will not be completed until 1/25/02.

Qwest Supplemental Response (01/11/2002) •

On 1/10/02 Qwest completed the documentation updates referenced in the 12/28/01 response. The
documents will be provided via the data request process (DR # TI-676-S4 - OBS 3052) on 1/11/02.

Qwest Supplemental Response (01/21/2002):

On 1/17H02 Qwest completed the Help Desk personnel training effort, originally referenced in the 12/28/01
response.

KPMG Supplemental Recommendation (01/22/02):

KPMG Consulting reviewed Qwestls responses, along with information provided in response to the
confidential portion of this Observation report. KPMG Consulting's response is comprised of a high-level,
summary review and a detailed documentation review (Attachment A), which will be submitted to Qwest
separately through the data request process.

Observation 3052 Qwest Response to KPMG Suppl Rec__02_05_02.doc
QwestCommunications, Inc.

2/19/2002 . 12:12 PM
Page 6 of 9
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KPMG Consulting reviewed the Qwest responses and determined that one of the fundamental issues
originally identified in this Observation, i.e., that the implementation of Type 1 Production Support
changes has not been fully implemented and remains unresolved. KPMG Consulting will address this issue
separately from the context of this Observation.

Production Support Summary Review
KPMG Consulting identified key elements (referred to as Criteria A - I, below) of a production support
process that it would expect to be included within the documented contingency plans for each interface:

A. Identification and verification procedures;
B. Evaluation, categorization, and prioritization procedures,
C. Internal and external communication procedures,
D. Status tracking and reporting procedures,
E. Escalation procedures,
F. Restoration and closure procedures,
G. Testing procedures, including use of lest environments,
H. Documentation management procedures, and
I . Training procedures.

KPMG Consulting reviewed the production support process documents that it received from Qwest, and
noted the following issues:

(1) Some process documents do not specify the definition and scope of production support issues
(criterion A);

(2) Several documents lack definitions for participants and stakeholders (i.e., user, client,
requestor, originator, etc.) in the production support process (criteria A and I),

(3) Documents lack production support intervals for notification (criteria A and C), escalation
(criterion E), and resolution (criterion F),

(4) Several documents lack essential document management elements such as issue date, version
number, author/business unit, change log, and assumptions (criterion H),

(5) Several documents lack clarity regarding if, and how, CLECs interact with Qwest business
units for OSS production support problems (criterion D);

(6) Several documents do not specify that Qwest notifies CLECs about the severity of a trouble
ticket, or that CLECs can influence the severity assigned (criterion B),

(7) The documents do not specifically address the following production support issues:
planned and unplanned system outages,
slow response times,
system availability, and
production support related CRs from the Wholesale Change Management Process.

•

•

KPMG Consulting requests that Qwest provide, in its response, a review of each of the interface documents
referenced below, relative to criteria A through I, in the contexts of both the Wholesale System Help Desk
(WSHD) and the Wholesale CMP. For verification purposes, KPMG Consulting requests that Qwest
provide specific references to document title, and the reference item (i.e., section, page, figure) within each
document for each criterion.

KPMG Consulting received the following documents on January 14, 2002 for review. The detailed
analysis (Attachment A) will be provided to Qwest as a confidential document via the data request process.

IT WSHD: Ticket Escalation and Referral Process;
Qwesfs response and KPMG Consulting findings are documented in ALtachrnenl A, Section l.

CPPD/CPS: System Support Plan;
Qwest's response and KPMG Consulting Endings are documented in Attachment A, Section 2.
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CRIS (BCOE): Billing Center of Excellence Problem Management Process;
Qwest's response and KPMG Consulting findings are documented in Attachment A, Section 3.

IABS: IABS Problem Management Process Definition ;
Qwest's response and KPMG Consulting Endings are documented in Attachment A, Section 4,

MA (ICON): Production Patch Process;
Qwest's response and KPMG Consulting findings are documented in Attachment A, Section 5.

MEDIACC/CEMR: Problem/Outage Management Process; and
Qwest's response and KPMG Consulting findings are documented in Attachment A, Section 6.

HEET
Qwest's response and KPMG Consulting findings are documented in Attachment A, Section 7.

Additional Supporting Documentation Review
In responses to Dala Requests for this Observation, Qwest presented additional production support and
contingency plan documentation for KPMG Consulting' s review. These documents include:

PVCS Polytron Version Control System;
Qwest's response (CM28) and KPMG Consulting findings are documented in Attachment A, Section 8.

PCRM Problem Change Request Management;
Qwest's response (IDI47) and KPMG Consulting findings are documented in Attachment A, Section 9.

TPSP Technology Policies, Standards, and Process Information Development and Deployment;
Qwest's responses (CM30 and OHDI0) and KPMG Consulting findings are documented in Attachment A,
Section 10.

EXACT;
Qwest's response (CM3l) and KPMG Consulting Findings are documented in Attachment A, Section I 1.

TELIS;
Qwest's response and KPMG Consulting findings are documented in Attachment A, Section 12.

WSHD Wholesale System Help Desk Guide; and
Qwest's response (OHDIO) and KPMG Consulting findings are documented in Attachment A, Section 13.

Employee Training Guide
Qwest's response and KPMG Consulting findings are documented in Attachment A, Section 14,

Proprietary Information
In its response, Qwest noted that some of the above applicaNons are third party systems, and thatspecific
vendor information for some of the major interfaces is proprietary. For clarification, KPMG Consulting
does not necessarily seek third party vendor-specific and/or proprietary information, For purposes of this
Observation, KPMG Consulting requests Lhat Qwest provide information that addresses the following:

Business functionality and objectives for each of the Qwest applications that are classified as
proprietary (e.g., PVCS, PCRM, EXACT, and TELIS),
The method(s) by which failures in OSS interfaces are communicated to CLECs via the Wholesale
Systems Help Desk,
Descriplion(s) of Qwest production support processes for these applications to support CLECs;
and
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Identification of Qwest stakeholders, and their roles and responsibilities, relative to these systems
for production support.

KPMG Consulting would expect Qwest to provide documentation that it uses to integrate wholesale
business and production support tools, including any used for training of its staff.

KPMG Consulting recommends that Observation 3052 remain open pending resolution of the above
production support process documentation issues.

Qwest Response to KPMG Supplemental Recommendation (02/05/2002):

In the 01/24/02 response to Exception 3102, Qwest committed to provide an integration document to

KPMG by February 7, 2002. This document will address Criteria A I outlined by KPMG in the
"Production Support Summary Review" section of this observation.

In the "Proprietary Information" section of KPMG's 01/22/02 response, KPMG requested that Qwest
provide additional information on the PVCS, PCRM, EXACT and TELIS applications, Qwest will provide
this information by February l 1, 2002.

In the confidential attachment to Observation 3052, KPMG identified several issues related to documents
that Qwest provided via the confidential data request process. Qwest will respond to those issues and
provide updated documents by February l l, 2002.

Attaehment(s): None
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OBSERVATION 3066 SECOND RESPONSE
Qwest OSS Evaluation

Initial Release Date: December 12, 2001
First Response Date: January 6, 2002
Second Response Date: January 24, 2002

OBSERVATION REPORT

An observation has been identified as a result of the test activities associated with the
Change Management Test, MTP Test 23 .

0 observation :

Qwest does not consistently employ the defined Change Management Process
(CMP) to exclude CLEC-impacting system changes from point release versions of
the Interconnect Mediated Access (MA) interface.

Background:

MA is a Qwest system that enables CLECs to access local telephone service elements of
the Qwest network and Operations Support Systems. It automates the process by which
Local Service Requests submitted by CLECs are used to create service orders.

Qwest has deaned two types of MA release implementations, with attributes as follows:

Major releases (e.g., MA 8.0) -
Add functionality to systems and processes,
Scheduled three times per calendar year, and
Changes are subject to the prioritization process.

•

4

•

Point releases (c.g., MA 8.01) -
Only concern back-end systems,
Augment functionality disclosed in major releases, and
Changes are not subject to the prioritization process.

•

•

•

In the context of the monthly CMP meeting and CMP Redesign Process, Qwest has
stated that point releases do net require CLECs to make system or process changes.
Unlike change requests that comprise major system releases, point release changes are
not subject to the prioritization process.

I Refer ro page three of the draft meeting minutes for Qwest's l()/30/2001-11/1/2001 CMP Redesign
session. At that meeting, Jeff Thompson, Qwest's IT Director of ASR and Center Efficiency Processes,
explained to CLEC participants the differences between a major release and a point release.
2 See meeting minutes for QwesCs 10/16/200i and 10/30/2001 -l l/l/200] CMP Redesign working
sessions, respectively, and meeting minutes for the 10/18/200] Systems CMP Meeting at
http://www.qwest.com/wholesale/cmp/leammeetings.html.

HM!I 4,
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OBSERVATION 3066 SECOND RESPONSE
Qwest OSS Evaluation

Issue:

Qwest does not consistently apply the defined CMP for CLEC-impacting system changes
for point releases to the MA interface. KPMG Consulting has observed at least two
examples of point release changes that required, or would have required, a number of
CLECS to make internal changes, such as employee training and process enhancements:

1, Qwest implemented changes to a backend database in MA 6.01, and did not
inform CLECs of the changes. This implementation resulted in CLECs' inability
to process orders.3

2. A more recent instance involves Change Request (CR) 251524 in MA 8.01 .
Qwest presented this GUI-only change at the monthly Systems CMP meeting on
October 18, 2001, and announced that the change would be implemented on
November 19, 2001. Qwest removed this CR from MA 8.01 in early November,
after CLECs Allegiance, AT&T, and Eschelon raised concerns about this issue,
stating that the CR was CLEC-impacting

Furthermore, it does not appear that clearly defined, documented Qwest processes or
procedures exist to ensure that all CLEC-impacting MA changes are identified and
submitted for CLEC voting, as part of the prioritization process.

Impact:

The absence of a defined process for identifying CLEM-irpacting changes, combined
with inconsistent use of the documented CMP process, makes it difficult for CLECs to
prepare for and respond to Qwest point releases. This exposes CLECs to unnecessary
risks from changes that could impact their business operations and service to end-use
customers.

Question :

What steps will Qwest take to ensure that CLEC-impacting systems changes are
identified and communicated to CLECs through the CMP process?

3 This issue led to the HP filing of Exception 20()7_
4 CR#25 I52 "Enhancements for Appointment Scheduler" will require a CLEC to schedule an LSR
appointment based on Qwest's resource availability.
5 See the meeting minutes for the 10/18/200] Systems CMP Meeting and Action Item #366 in the
l UI58001 Systems CMP Distribution Package at
http://www.qwest.com/wholesale/downloads/2001/01] 109/November_l5_Package.pdf.
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Qwest Formal Response (12/20/01)..

Qwest and the CLECs have already reached interim agreements on numerous processes
associated with CLEC-impacting systems changes including those related to point
releases. These agreements are documented in the Master Redlined CLEC-Qwest CMP
Re-design Framework - Revised 12-10-01,
http://'www.qwest.cotWwholesale/cmp/redesignhtml, include:

CR origination processes for Qwest and CLEC OSS Interface CRs
Introduction of a New OSS Interface
Changes to an Existing OSS Interface
Retirement of an OSS Interface.

Qwest and the CLECs have agreed to implement these processes coincidentally with the
implementation of the MA 10.0 release in June 2002. Qwest and the CLECs will
continue to collaboratively monitor and refine these processes through CMP.

Qwest and the CLECs are currently negotiating theQwest Proposed Prioritization
Language to document a process that will ensure that CLECs will have an opportunity to
rank CLEC and Qwest submitted CRs. The Redesign Team is also negotiating provisions
within the Qwest Proposed Prioritization Language to allow CLECs to prioritize
Regulatory and Industry Guideline CRS, provided that the prioritization of these does not
cause them to miss their mandated implementation dates. This language is scheduled for
discussion at the January 22, 2002 CMP Re-design Meeting. Additionally, the Re-
Design team continues to work toward collaboratively, and formally, addressing the
definition of major and point releases.

To ensure that these agreed to processes are implemented quickly and effectively, Qwest
is developing internal CMP training that is mandatory for Qwest IT personnel who work
with systems Thai impact the CLECs.

KPMG Consulting's First Response (01/06/02):

KPMG Consulting reviewed Qwest's response and identified the following issues:

1. KPMG Consulting is aware of the ongoing CMP Redesign effort, but is unable to
locate information in the Master Redlined CLEC-Qwest CMP Re-design
Framework that indicates and explains how Qwest-initiated point-release changes
are subject to the prioritization process. It is unclear how much information
Qwest communicates to CLECs about point-release changes, and how Qwest

.'»w e4.4 Consulting
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OBSERVATION 3056 -1 SECOND RESPONSE
Qwest OSS Evaluation

systematically identities all CLEC-impacting changes and submits them for
CLEC voting, as part of the prioritization process.

KPMG Consulting requests that Qwest provide related documentation for
validation and verification of CMP training for Qwest IT personnel.

Qwest Response to KPMG Comments (01/14/02):

The following response addresses the two issues raised by KPMG in their response dated
January 6&", 2002. KPMG's issues have been replicated in Italics tor ease of reading.

KPMG Consulting is aware of the ongoing CMP Redesign effort, but is unable to
locate information in the Master Redlined CLEC-Qwest CMP Re-design Framework
that indicates and explains Now Qwesrinitiatedpoint-release changes are subject to
the prioritization process. It is unclear how much information Qwest communicates
to CLECs about point- release changes, and how Qwest systematically identyies all
CLEC-impacting changes and submits them for CLEC voting, as part of the
prioritization process.

Upon further review, Qwest has determined that the Master Redline document does
not address the point release issues identified by KPMG in this observation. This is
because Qwest and the CLECs have not yet agreed to the prioritization language that
will be included in the Master Redline document. The CLECs and Qwest should
finalize the prioritization language during the next CMP Redesign Meeting scheduled
for January 22-24, 2002.

Point Releases were discussed in the October 30"', 2001 CMP Redesign Meeting.
During that session, Jeff Thompson (Qwest IT) defined a point release as follows: "a
point release is a Qwest release that has no impact to CLEC code on the interface
(excluding previously disclosed changes) and could include a jxfor bugs introduced
in the major release." He further explained that "apoint release could be changing
something in the GUI only, or implementing a code change Qwest had included in the
release but that had not been activated in the major release." (CMP Re-Design
Meeting October 30 - Novembers Final Minutes I I -30-01, page 3, paragraph 2,
http://ww_w.qwest.com/wholesale/downloa_ds/ZOQ1/01 l_l 30LCMP _Redes_ig;1_meeting_
Oct 30-3] Nov l Final Minutesdoc) Qwest and the CLEC community have
agreed that "Point Release[s] may not be CLEC code impacting, but may affect CLEC
operating procedures. The purpose of point release is tojo bugs introduced in
previous releases, implement technical changes, make changes to the GUI, and
deliver enhancements disciosedfor a prior major release that could not be delivered
in the timeframe of that release." (Qwest Proposed TERMS Language - I I -30-01,
http://www.qwest.com/wholesale/downloads/2001/011206/Qwest_Proposed_TERMS
_Language-11-30-01 .doc)

1..l*\.\ ..r . . 1  . ' {  * .
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OBSERVATION 3066 SECOND RESPONSE
Qwest OSS Evaluation

Qwest communicates all changes impacting the CLEC community via the defined
CMP procedures. If a point release does not contain changes that impact the CLEC
code it may not go through the CMP. However, all point releases will comply with
the standard IT notification requirements. Although the CMP is now being redefined,
CLEC notification currently includes 1) discussion of the change during the regularly
scheduled CMP meetings and 2) publication of the changes in the release notes.
Qwest will comply with all approved modifications to CMP notification
requirements.

Qwest and the CLEC community have had and continue to have an ongoing dialogue
regarding what constitutes a CLEC-impacting change. It is anticipated that a
common understanding will be reached through the CMP Redesign.

KPMG Consulting requests that Qwest provide related documentation for validation
and verQ'ication of CMP training f0r Qwest IT personnel.

To be submitted as a confidential data request attachment is a PowerPoint document
which contains the Wholesale Change Management Process (CMP) Training Module
1. To date, 9232 Qwest employees and contractors have taken part in this training.
Of those having taken part in the training, 1342 are members of the IT staff.
Additional training is under development and will be provided as the CMP Re-design
progresses.

Attachment(s)' Confidential DR to be filed

KPMG Consulting's Second Response (01/24/02):

KPMG Consulting confirms that it received the referenced PowerPoint document, which
contains Wholesale CMP Training Module I used to train Qwest IT personnel. KPMG
Consulting reviewed the document, and found that it contains a high-level overview of
CMP. Based on information from this document, and from Qwest's January 14, 2002
response, KPMG Consulting understands that Qwest is committed to continuing to
update and develop CMP training for its employees in the future.

KPMG Consulting reviewed Qwest's response, and understands that point release
changes are not necessarily subject to the CR prioritization process. Nevertheless, the
following issues, which were identified in KPMG ConsL1lting's First Response, dated
January 6, 2002, remain unresolved:

The amount of information that Qwest communicates to CLECs about point-
release changes,
The notification intervals for point-release changes, and
The process by which Qwest systematically identifies all CLEC-impacting
changes.

2.
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OBSERVATION 3066 - SECOND RESPONSE
Qwest OSS Evaluation

KPMG Consulting introduced two examples in this Observation to illustrate that the
changes in question had, or would have had, a material impact on the CLECs' ability lo
process orders. This appeared to conflict with the Qwest-provided definition of point
releases, which states that they concern changes that only apply to back-ehd interface
systems and should not affect CLEC's ability to process orders.6

KPMG Consulting attended the Change Management Process Re~design meetings on
January 22 and 23, 2002. KPMG Consulting will continue to gather information related
to point release changes from future Re~design sessions.

KPMG Consulting recommends that this Observation remain open pending
resolution of the above issues.

Aa€taehment(s): None

6 During a KPMG Consulting interview on September 25, 2001, Mark Route, then CMP (Systems)
Manager, stated that, "Point release changes add functionality disclosed in major releases but only concern
back-end systems." This definition is consistent with subsequent Qwest descriptions of point releases
during CMP Redesign meetings.

898 Consulting
02/19/2002
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ROC Observation & Exception Formal Response

Test Vendor ID: EXP 3093

Qwest Internal Ticking ID : TI763

Ob5ervati0MExcepfi0n Title: Lacking Processes for Document Management

Test Type/Domain : Test 23 - Change Management

Date Qwest Received: 12/12/2001

Initial Response Day?' 12/19/2001

Supplemental Response Date: 02/05/2002

Test Incident Summary:

An exception has been identified as a result of the test activities associated with the Change Management
Test, MTP Test 23 .

Exception :

Qwest lacks uniform standards and processes for document management. Qwest has provided, to CLECs,

documents in which one or more fundamental items of reference, such as the author, business unit, release

date, page numbers, version control, assumptions, and change logs, is absent.

Background:

Qwest uses text documents, spreadsheets, presentations, and Web sites ro disseminate information about
existing and planned wholesale products and services, such as business processes, technical specifications,
release schedules, notification intervals, training opportunities, and meeting events. Such CLEC-impacting
information is time sensitive and critical to CLECs for establishing, maintaining, and improving business
operations.

The Qwest Change Management Process (CMP)1 states as one of its key elements "Consistent
documentation and tracking of changes and change notifications."2 In addition, the document states, "CMP
will improve and facilitate communication between CLECs and Qwest by supporting [...] consistent
documentation and tracking of Change Requests (CR) and Release Notification (RN)."3 Furthermore, the
CMP defines the sub-process, "Manage Documentation," as follows: "Activities involve the creation and
improvement of documents including logs, forms, and process descriptions.

Issues

Qwest lacks uniform standards and processes for document management. KPMG Consulting found that the
Change Management Process (CMP) does not include established processes to ensure that documents
distributed to CLECs have uniform standards, and that a process for maintaining and updating
documentation is in place. As part of the CMP Verification and Validation Review (Test 23),KPMG

Change Managernenr Process (CMP) document, dated May l 1, 2G01,
http://www.qwesLcom/wholesale/downloads/200 I I0]05 ]4/CMP Document_05 I401 .doc
2 Executive Summary section of the CMP document, page XX.
3 Section 3, Page 3 of the CMP document.
4 Section 3.2, Page 5 of the CMP document

l
is available at

Exception 3093 Qwest Response_0205_02.doc2/19/2002
Qwesl Communications, Inc.

12:12 PM
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Absence of author and/or issued by information

Absence of relevant Qwest business unit(s) and/or
department(s)

CLECs are unable to assess changes and design
training.

Absence of release and/or effective dale(s) CLECs are unable to schedule training, prepare
systems, understand when changes go into effect,
and comply with Qwest practices.

Absence of page numbers Readers lack references lo content.
Absence of version control and/or release history Time-consuming and labor-intensive process for

CLECs to manage changes.
Absence of applicability information and/or
assumptions

Difficult to understand relevance and pre-
requisites. Lack of clarity and increased
possibility of errors.

Absence of change log and/or "change tracker"
information

Time-consuming and labor-intensive process for
CLECs to identify and apply changes.

ROC Observation & Exception Formal Response

Consulting reviewed Qwest documents for the existence of documentation management standards, and
found that a number of the documents lack fundamental items of reference, such as the author, business
unit, release date, page numbers, version control, assumptions, and change logs (see Appendix A for
details).

Impact:

The lack of documentation management standards and processes may create difficulties for CLECs, such
as:

The absence of consistent document management makes it difficult for the CLEC to identify changes,
implement training, update systems, and comply with Qwest practices, possibly resulting in negative
impact on CLEC business operations and profitability. It is both time-consuming and potentially error-
causing for CLECs to manually compare different versions of the same document, to identify changes to
Qwest wholesale systems, products, and processes. Furthermore, CLECs may need additional resources to
validate Qwest documentation, thereby increasing operating cost.

Exception 3093 Qwest Response_02_05_02.doc2/I 9/2002
Qwest Communications, Inc.

12:12 PM
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ROC Observation & Exception Formal Response

Appendix A

Data Points

KPMG Consulting analyzed a random sample of 16 publicly available Qwest documents for documentation
management practices. The data points included in this test sample are as follows:

l
2.

3.

4.

5.

6.

7.

8.

9.

Qwest Service Interval Guide for Resale and Interconnection Servicesj
Qwest Service IntervalforAccess Services6
Qwest Getting Stoned as a CLEC'
Qwest Billing Percen2'age Development Workslzeet8
Qwest Competitive Local Service Schednle9
Qwest New Customer Questionnaires
Qwest Customer Information and Media Provisioning fEDATA)"
Qwest Fiber Data Reports User Guide'2
Qwest Central O}j'ice Space, Power & DS3 Denial Report"3

Document http://www.qwesLcom/wholesale/downloads/20011011203/SIG Interconnectionl203()l.pdf
moved from http://www.qwest.com/wholesale/down]oads/2001/O11102/SIG Interconnection] l0201.doc
6 Document http://www.qwest.com/wholesale/downloads/2000/00103]/SIGAccess]03l00.pdf moved from
http://www.qwest.com/wholesale/downloads/2000100103I ISIGAccess1031()0.doc
7 Document http://www.qwest.com/wholesale/downloads/200l/0]1203/CLECCheckI2040I.doc moved
from http://www.qwest.com/wholesale/downloads/200l/01 1018/CLECCheck I0]901 .doc
S Document http://www.qwestizomlwholesaieldownioadsi200I)/billing percentagepdf moved from
http://www.qwest.com/who]esale/downloads/2000/billing percentagedoc
J Document Qwest Utility Code U-5335-T Regulations, Terms, Conditions, Rates and Charges applying to
Communications Services within the State of California
http://tariffs.uswest.com:8000/docs/TARIFFSlCa1iforniafQCC AST/CA QCC AST sec1p001pOi0.pdf#U
SW-TOC000005
Io Document http://www.qwesLcom/wholesale/downloads/2001/OI f002/Customer Questionnaire vl7.doc
moved from http://www.qwest.com/wholesaie/downloads/2001/01 i022/Customer Questionnaire v17 10-
19-0I.dot
ii Document http://www.qwest.com/wholesale/downloads/2001/011108/EDATA Userguide 6Lpdf moved
from httpzl/www,qwestcom/whoiesale/downloads/200]/010709/EDATA Userguide_ 6.doc

5

Document
http://www,qwest.com/wholesale/downloads/2001/011204/ACCESSING]:IBERDATAREPORTS.Pdf
moved from
http://www,qwest.com/wholesalefdownloads/200 I /010801 /ACCESSINGFIBERDATAREPORTS.doc
13 Spreadsheet http://www.qwesncom/wholesale/downloads/200l/0 I I I29/SpaceDenialSpreadsheetV2-
01 12101 .xis moved from
http://www.qwestsom/wholesaleldQwnloads/2001/011101fSpace Denial SpreadsheetV2-0_]D3lOl.x1s

Exception 3093 Qwest Responsc_02_05_02.doc2/19/2002
Qwest Communications, Inc.

12:12 PM
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ROC Observation & Exception Formal Response

10. Qwest Technical Document Primary Rate ISDN Service14
11 . Qwest Customer Electronic Maintenance & Repair (CEMR) User's Guide"
12. Qwest MA Dara Document for iN Stand Alone Test En vironmenf (SA7IE)m
13. Qwest Co-Provider Change Request Form Instructions Co-Provider"
14. Qwest Summary Change Management Process (CMP) Product/ Process /at
15. Qwest Held, Escalated & Expedited Tool rHEETl Job Aid"
16. Qwest ]2-Month Targeted OSS Interface Release Schedule"

Criteria

For the purpose of Lhis nest, KPMG Consulting applied the following document management standards to
assess whether Qwest's CMP documents provided a consistent and clearly defined level of information:

I

Existence of author and/or issuer information,
Existence of relevant Qwest business unites) and/or depai-tment(s),
Existence of release date and/or effective date information,
Existence of page numbers,
Existence of version control and/or release history ,
Existence of applicability information and/or assumptions; and
Existence of change log and/or "change tracker"2I information.

14 Document moved from http://www.qwest.com/wholesale/downloads/200I/OI 1013/'77400IssueA.pdf
15 Document hup://www.qwest.com/who]esale/downloads/200I I0]0829/0] -Cover Page525.doc
lo Document http://www.qwest.com/'wholesale/downloads/2001/011 128/DataDocumentV8.07.doc moved
from htlp://www_qwest.com/who]esale/downloads/2001/011102/Data Document V 8_05 l0310l.doc
17 Document http://www.qwest.com/wholesale/down1oads/2001/0]1 120/CR Form 1]-02-0l_rev9_ro.doc
moved From http://www.qwest.com/wholesale/downloads/200] /0103 I 3/Co-
Pro Change_Req_Form Inst_03l30l.doc
18 Document
httpzllwww.qwesncom/wholesale/downloads/200l/0l l205/CLEC CMP ProductProcess Interactive_ Repo
rLPDP moved from http://www.qwesucomlwholesaleldownloads/2001/011029fCLEC Change Request-
ProductProcess_Summary _Report.PDP`
19 Document http://www,qwest.coMwholesale/downloads/200] I0]092]/HEETJobAid.doc
20 Presentation http://www.qwest.conUwholesale/downloads/2001/010724/I2monlhT,*ltOSSSched.ppt
21 Feature in MS Word that is used to visualize document revisions

Exception 3093 Qwest Response_02_05_02.doc2/19/2002
Qwest Communications, Inc.

12:12 PM
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l

SIG for Resale and
Interconnection Services

N N Y(]) Y N N

SIG for Access Services N N Y(1) Y N N N
Getting Started as a CLEC N N y(1) Y N N N
Billing Percentage
Development Worksheet

N N Y Y N N N

west Tariffs Y Y Y Y Y Y Y
Qwest New Customer
Questionnaire

N N y(1) Y Y N N

Customer Information and
Media Provisioning
(EDATA)

Y Y Y Y Y Y N

Qwest Fiber Data Reports
User Guide

Y Y Y Y Y Y N

Qwest Central Office
Space, Power & DS3
Denial Report

N N y(1) N N N N

Qwest Technical
Document Primary Rate
ISDN Service

Y Y Y Y Y(2) Y N

Customer Electronic
Maintenance 8: Repair
(CEMR) User's Guide

Y Y Y N Y Y Y

Qwest MA Data
Document for the Stand
Alone Test Environment
(SATE)

Y Y Yu) Y Y Y N

Co-Provider Change
Request Form Instructions

Y Y Y(I) N N N N

Summary Change
Management Process
(CMP) Product/ Process

N N Y Y N N N

Held, Escalated &
Expedited Tool (HEET)
Job Aid

N N Y N N N N

Qwest 12-Month Targeted
OSS Interface Release
Schedule

N N Y Y N N N

EROC Observation & Exception Formal Response

Findings

KPMG Consulting found that a number of documents did not comply with the above documentation
standards. Of the 16 documents sampled, only two satisfied all requirements: the Qwest Competitive Local
Service Schedule (#5) and Qwest Customer Electronic Maintenance & Repair (CEMR) User's Guide ( # l l ) .
The table below summarizes the results of this documentation analysis.

N

Legend:
Y
N

Yes, attribute identified
No, attribute not present

Exception 3093 Qwest Response_02_05_02.doc2/19/2002
Qwest Communications, Inc.

12:12 PM
Page 5 of6



e8ROC Observation & Exception Formal Response

(1) Document date in filename only
(2) Document is simultaneously marked "Final Draft" and "Issue A9923

Qwest Formal Response:

Based upon CLEC-Qwest processes agreed to in CMP Redesign for managing PCAT and Tech Pub
documentation, Qwest is in the process of developing documentation control methodologies that can be
implemented for all CLEC documentation. All documentation applicable to CLECs will follow these
processes as soon as they are implemented. These processes will be in place and communicated to the
CLECs no later than January 31, 2002.

KPMG Comments' (01/07/02):

KPMG Consulting reviewed Qwest's response, and is aware of Qwest's effort to develop a documentation
control process for all documents utilized by CLECs, including, but not limited to, PCAT and Tech Pub
documentation. KPMG Consulting will conduct retesting after Qwest has implemented the referenced
documentation control process, and requests that Qwest provide related process documentation after it
becomes available, KPMG Consulting will then evaluate the process and documentation, relative to the
document management issues raised in this Exception.

KPMG Consulting recommends that this Exception remain open pending retesting, following Qwest's
implementation of the documentation control process, and delivery of related process documentation.

Qwest Response to KPMG Comments (02/05/02):

Qwest has determined that the magnitude of this new documentation control process effort is greater than
initially anticipated and involves the coordination of IT and Network groups in addition to Wholesale.
Qwest is in the process of coordinating and completing this effort by February 22, 2002. By that date
Qwest will provide to KPMG internal guidelines developed to address the seven concerns listed in the
Criteria Section of this exception, and confirmation that all appropriate employees have been trained to
follow these new guidelines.

Attaehment(s): None

Hz Refer lo footnotes number 5 through 20 in this document
23 Final Draft and Issue A are a combination of terms that may be misleading if readers presume that the
document is to be updated.

Exception 3093 Qwest Response_02_05_02.doc2i19/2002
Qwest Communications, Inc.

12:12 PM
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EXCEPTION 3094 1- SECOND RESPONSE
Qwest OSS Evaluation

Initial Release Date: December 12, 2001
First Response Date: January 7, 2002
Second Response Date: February 12, 2002

EXCEPTION REPORT

An exception has been identified as a result of the test activities associated with the
Change Management Test, MTP Test 23.

Exception:

Qwest did not adhere to its established change management process for notifying
CLECs about a proposed change, and allowing input from all interested parties.

Background:

The Qwest Product/Process Change Management Process (CMP) is the method used by
both Qwest and CLECs to introduce and implement changes to Qwest wholesale products
and business processes. The Qwest CMP managers are responsible for the administration
of Change Requests (CRs) and Notifications, including changes to, and updates of,
relevant Qwest documentation. The Qwest Subject Matter Experts (SMEs) are
responsible for the products and processes associated with proposed changes.

KPMG Consulting observed an instance in which Qwest did not provide CLECs with
complete information about, and a reasonable interval for, a CLEC-impacting CR, On
October 17, 2001 Qwest informed CLECs of a Qwest-initiated Process CR PC100I01-5
"Clarification of additional testing process" (see Attachment A), which was scheduled for
implementation on November 19, 20011. At a follow-up meeting on October 31, 2001,
CLECs reported to Qwest that the CR would affect their business operations, and that
Qwest did not provide adequate information about this CR to answer the following
questions:

•

•

Regulatory: CLECs requested that Qwest investigate whether or not the proposed
CR would comply with Qwest's legal obligations, such as SGATs and
Interconnection Agreements,
Products: CLECs requested that Qwest provide a list of all products affected by
this CR. At the follow-up meeting, Qwest was unsure if the CR would affect line-
shared loops, and
Documentation: CLECs requested that Qwest include the precise wording of the
affected Product Catalogue (PCAT) in the CR. In the CR, Qwest provided
limited text to describe the new process, and how the changes would affect
CLECs.

1 Information about this CR and supporting documentation (process documentation, process presentation,
and Question & Answers) may be found at http://www.qwest.com/wholesale/cmp/changerequest.htmL

5 5 8 5 Consulting,i,4,
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Qwest presented change request (CR) PC100101-5
"Clarification of additionaltesting process" at the monthly
Change Management meeting.

10/17/20
0 1

10/31/20
01

Fol low-up meeting he ld -  Intended for Qwest to c lar i fy
outstanding j_gSL1€8_

11/26/20
01

Follow-up meeting held - Qwest answered some of the
questions from CLECs.

12/01/20
01

Scheduled process implementation date

12/04/20
O1

Qwest notification about update applied to CEMR User
Guide.
CLECs issue written statement requesting a status update, and
that Qwest immediately stop implementation of this CR.

EXCEPTION 3094 -- SECOND RESPONSE
Qwest OSS Evaluation

In order to respond to the remaining CLEC inquiries, Qwest scheduled a follow-up
meeting on November 26, 2001, and delayed the scheduled implementation until
December 1, 2001.

During CMP Redesign meetings, at least three CLECs made an attempt to halt the
implementation date and escalate this CR. Qwest implemented CR PC10010l-5 on
December 1, 2001, and distributed a notification on December 3, 20012.

The event timeline for the CR that is the subject of this Exception is as follows:

Issue:

KPMG Consulting observed the following issues related to CR PC100I01-5:

• Qwest, through the CMP, did not provide adequate information to CLECs about a
significant CLEC-impacting process change,

• Once Qwest had answered some of the important regulatory, product, and
documentation questions, Qwest allowed only four (4) business days for CLECs
to prepare for the proposed changes,

• Qwest, through the CMP, did not respond to input from all interested parties, a
number of CLECs objected to Qwest's implementation of this change and
requested its immediate suspension.

2 Qwest notification titled "Documentations CEMR: User's Guide Updated; 12/03/01."
3 At the time of this report, KPMG Consulting observed that Qwest and CLECs had not agreed on all legal
and regulatory aspects of this CR.

HE ConsultingML
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EXCEPTION 3094 -u SECOND RESPONSE
Qwest OSS Evaluation

• Qwest, through the CMP, did not update CR status on a timely basis,

• Qwest CR includes rate changes that are not explicitly defined to be within the
scope of CMP.

Impact:

Qwest did not adhere to its established change management process for notifying CLECs
about proposed changes, and allowing input from all interested parties. In this instance,
Qwest's failure to conduct thorough research prior lo CR initiation necessitated follow-up
investigations that increased the length of legal, regulatory, and operational discussions,
thereby reducing the time allowed for CLECs to prepare for proposed changes. Any
changes that are implemented without close examination by all interested parties may
override Qwest's prior agreed upon service obligations to CLECs.

Qwest Formal Response (12/21/01):

This Exception is premised on KPMG's statement that "Qwest did not adhere to its
established change management process for notifying CLECs about proposed changes" in
processing the CR at issue. KPMG appears to assume that the process that applies to this
CR is the Interim Qwest Initiated Product/'Process Change Request Initiation Process
that was developed in the CMP Redesign Sessions. CLECs have now clearly stated,
however, that they never intended for that interim process to apply to the Qwest-initiated
change at issue here .

At the time Qwest issued this CR, Qwest believed that this interim process might apply to
the testing process clarification and, therefore, in good faith, submitted a CR. However,
there was confusion between Qwest and the CLECs regarding the applicability of that
interim process. The CLECs subsequently clarified at the December 10-1 l, 2001
redesign session that they never intended for that interim process to only apply to
anything except changes that arose from 271 workshops or OSS testing. The interim
process, as clarified by the CLECs and agreed to by Qwest, currently calls for Qwest to
initiate CRs only for changes that alter CLEC operating procedures (as determined by
Qwest), and that are made as a result of third party test or a 271 Workshop. Therefore,
under the established change management process, Qwest was not required to submit or
process a CR for this issue in the first place. Nonetheless, even though submission of the
CR turned out not to be necessary, Qwest submitted a CR in good faith and followed the
interim process .

Qwest's responses to each of the five bullet points KPMG raises are set forth below.

KPMG Issue: Qwest, through the CMP, did not provide adequate information ro CLECs
about a signQ'ieant CLEC-impacting process change;

U _.w e.1.4. Consulting
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10/17/01
prov ide

4 At the time of this report, KPMG Consulting observed that Qwest and CLECs had not agreed on all legal
and regulatory aspects of this CR.

Qwest response:

K P MG Issue:Once Qwest had answered some of the important regulatory, product, and
documentation questions, Qwest allowed only four (4) business days for
CLEC5 to prepare for the proposed change

The process for additional testing described in the CR, which was introduced on October
17, 2001, did not change from that time until the time it was fully implemented on
December 1, 2001. Thus, the CLECs had more than 6 weeks -- not only 4 days -- to
prepare for the change. The chronology below outlines the key notification dates relating
to this CR.

Qwest provided information and answered CLEC questions regarding this CR by
introducing CR No. PC100101-5 to the CLEC community through the Change
Management Process (CMP). As noted above, at the time Qwest submitted this CR, it
did so based on a good faith effort to comply with the Interim Qwest Initiated
Product/Process Change Request Initiation Process. Since that lime, the CLECs have
clarified that they want that process to only apply to certain changes arising from 27 I
workshops or OSS testing. All other Qwest initiated product/process changes will be
discussed at future Redesign sessions. At those future sessions, the nature and amount of
information that Qwest must provide regarding its product process CRS will be defined.
Thus, Qwest provided more information than was required under existing processes by
submitting the CR to the CLECs.

Chronologv of Events for CR No. PC 100101-5

Qwest's efforts to provide information did not stop with submitting the CR. Qwest held
at least three meetings with CLECs to provide information and answer CLEC questions
relating to the CR. See Chronology of Events below.

10/26/01
C R i n

scheduled by

Qwest Response:

Notification forwarded to the CLEC community regarding presentation of

Qwest in the late October/early November 2001 time frame.

CMP Meeting: Qwest introduced "Description of Change" and agreed to

detailed package for CLEC review. Walk through meeting to be

the October 31, 2001 CMP Re-Design Meeting.

EXCEPTION 3094 - SECOND RESPONSE
Qwest OSS Evaluation
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EXCEPTION 3094 SECOND RESPONSE
Qwest OSS Evaluation

10/31/01 CR presented to the participating CLECs at the CMP Re-Design Meeting.
CLECs were requested to provide comments. Qwest agreed to delay
initial implementation date to address CLEC concerns.

11/08/01 Qwest Notification (Document No. PROD.11.08.R.00197.Mtce&Repair
Language, Subject: Update to Product Information on Maintenance and
Repair Language within EEL, UDIT, LMC and Unbundled Loop General)
transmitted to CLEC community.

11/08/01 PCAT Documents posted to the Qwest Wholesale CMP Document
Review website: http://www.qwest.com/wholesale/cmp/review.htmL
Comments from CLEC community due in 15 calendar days (11/23/01), as
stated in "Interim External Change Management P r o c e s s for Qwest
Initiated Product/Process Changes," Version 6 - 11/26/01.

1 1/13/01 Notification transmitted to CLEC community regarding follow-up meeting
scheduled for 11/26/01.

11/14/01 CMP Meeting - Qwest advised CLEC community that PCAT documents
currently are available for comment,

1 1/24/01 No comments were received from the CLEC community regarding PCAT
documents posted to the Qwest Wholesale CMP Document Review
Website.

11/26/01 Qwest conducted a follow-up meeting with the CLEC community to
discuss any technical issues with the CR (primarily operational and testing
issues). Responses to questions were prepared for posting on the Qwest
Wholesale WEB page.

11/28/01 "Questions & Answers for Additional Testing 1 U26/01" document posted
to Qwest Wholesale website
http://www.qwest.com/wholesale/cmp/changerequest.html

11/28/01 "Additional Testing Process Document - ll/09/Ol" and "Additional
Testing Process Presentation - 1 1/09/01 " posted to Qwest Wholesale
website: http://www.qwest.com/wholesale/cmp/changerequesnhtml These
documents were previously posted in the Qwest Wholesale CMP Re-
Design website: http://www.qwest.com/wholesale/cmp/redesign.html

11/30/01 Qwest IT Wholesale Communicator, November 30, 2001, Document No.
SYST. 1130.01.F.02444__CEMR_UG_UPdate, CEMR User's Guide
Update transmitted to Qwest Wholesale Customers
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Qwest acted on CLEC input by holding additional meetings and agreeing to delay the
original implementation date. Further, the processes that Qwest and the CLECs agreed to
use for resolving disagreements are the escalation and dispute resolution processes.
CLECs have invoked the escalation process with regard to this CR. In accordance with
that process, Qwest responded to the escalation and offered a proposed process for
resolving the CLEC concerns. Qwest will continue to abide by the agreed processes for
resolving the disagreements relating to this CR and hopes to reach a mutually agreeable
solution to the issues.

KPMG Issue: Qwest, through the CMP, did roz reshoW to input from all interested
parties; a number of CLECs objected to Qwesr'5 implementation of this
change and requested its immediate suspension.

KPMG Issue:Qwest CR includes rate changes that are not explicitly deaned to be within
the scope of CMP.

The CMP database is posted to the website on an "every third day" basis with updated
CR status, status history, responses, meeting minutes, etc. for all active CRS. Qwest
therefore does not understand KPMG's statement and needs additional detail regarding
the specific issue if KPMG needs a more specific response.

Qwest response:

Qwest response:

The Qwest-initiated CR at issue here does not include rate changes. The purpose of the
CR is to clarify that, if a CLEC chooses not to perform diagnostic testing to determine
whether trouble resides within the CLEC's network, the CLEC may request that Qwest
perform that testing on the CLEC's behalf. Under the process, a CLEC that asks Qwest
to test on the CLEC's behalf also authorizes Qwest to charge the CLEC for performing
that testing, Qwest proposed to use existing labor rates -- in CLEC interconnection

KPMG Issue:Qwest, through the CMP, did not update CR status on a timely basis;

Qwest response:

12/05/01
CR.

12/06/01

12/07/01

Formal Escalation received from Eschelon regarding implementation of

Qwest response sent acknowledging receipt of Formal Escalation from
Eschelon (PC100101-5»E01).

KMC Telecom notified Qwest to participate in the formal escalation
initiated by Eschelon.

EXCEPTION 3094 SECOND RESPONSE
Qwest OSS Evaluation
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agreements or the SGAT -- for performing the testing. Qwest also offered to enter into
an amendment to interconnection agreements to specify the rate if a CLEC preferred to
address the issue that way.

KPMG Consulting's First Response (01/07/02):

KPMG Consulting reviewed Qwest's response and found that the information presented
differs in several ways from KPMG Consulting' s understanding of the Interim
Product/Process CMP. Qwest stated, in October 2001, that it would submit CRs for
changes to products or processes that alter CLEC operating procedures, and that the
Interim Product/Process CMP would govern all Qwest-initiated Product/Process CRs.5
KPMG Consulting attended the October 17, 2001 Product/Process CMP Meeting, and
observed that Qwest planned to implement PC100101-5 sooner than the 45-day interval
that the interim process specifies. CLECs expressly stated that this change would be
CLEC-impacting

KPMG Consulting observed that, on October 31, 2001, Qwest agreed to take the
following action items:

Regulatory:

Products:
Documentation:

Qwest would investigate whether or not the proposed CR would
comply with Qwest's legal obligations, such as SGATs and
Interconnection Agreements ,
Qwest would specify the products affected by the proposed CR,
Qwest would provide CLECs with the revised PCAT language.

At the October 31, 2001 meeting, Qwest agreed to change the implementation date from
November 19, 2001 to December 1, 2001. This change was made because Qwest
planned to address important questions related to the above three topic areas at the
follow-up meeting scheduled for November 26, 2001.

In response to CLEC objections, Qwest's legal and change management staffs stated, on
November 29, 2001, that Qwest would investigate whether or not the implementation of
this change would be suspended. As of December 1, 2001 , however, Qwest had not
provided CLECs with any status update regarding this CR. Based on information on the
Qwest CMP Web site, it was unclear if CR PC100101-5 was going to be suspended,
delayed a second time, or implemented on December 1, 2001. In response to a CLEC
inquiry regarding the issue, Qwest formally informed CLECs, on December 4, 2001, that
CR PC100lOl-5 had been executed on December 1, 2001, and advised the inquiring

5 Qwest Corporation's Report on the Status Ry' Change Management Process Redesign before the Public
Utilities Commission of the Stare of Colorado dated October 10, 2001 .
6 The draft meeting minutes of the October 17, 2001 Product/Process CMP Meeting were included in the
November 2001 Product/Process CMP distribution package located at
http://www.qwest.com/wholesale/downloads/2001/011 l 12/ProductProcessNovDistPackage2.pdf.
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CLEC, through an email response, that interested parties should escalate the issue
through the formal Change Management escalation procedure.

Based on the above events, KPMG Consulting provides a review each of the major issues
included in this Exception:

1. Following its responses to important regulatory, product, and documentation
questions, Qwest allowed only four (4) business days for CLECs to prepare for
the proposed change.

Appendix A shows that the original CR form lacked specific information about
the proposed change. As of October 31, 2001, Qwest had not provided CLECs
with details or answers that addressed important regulatory, products, and
documentation questions. In addition, KPMG Consulting observed that Qwest
had not provided CLECs with draft PCAT documentation until November 8,
2001. Ki the absence of the above information and/or documentation, CLECs
were unable to adequately prepare for the proposed change in advance of its
implementation. Qwest's failure to conduct thorough research prior to initiating
the CR necessitated follow-up investigations that increased the length of legal,
regulatory, and operational discussions, thereby reducing the time allowed for
CLECs to prepare for the proposed change. Based on the above observation,
KPMG Consulting respectfully disagrees with Qwest' s statement that CLECs had
"more than six weeks" to make informed decisions and adapt to the proposed
change.

2. Qwest, through the CMP, did not provide adequate information to CLECs about a
signwcant CLEM-irpaczing process change.

KPMG Consulting observed that Qwest did not provide CLECs with adequate
information in advance of the CR implementation. As shown in Appendix A, the
original CR form, which CLECs expressly stated on October 1'1, 2001 would
impact their business operations, lacked specific information about the proposed
change. As of October 31, 2001, Qwest had not provided CLECs with details or
answers that addressed important regulatory, product, and documentation
questions. In addition, KPMG Consulting observed that Qwest had not provided
CLECs with draft PCAT documentation until November 8, 2001, and a follow-up
meeting did not take place until November 26, 2001, four days before the CR's
actual implementation. Qwest's failure to provide information necessitated
follow-up investigations that increased the length of legal, regulatory, and
operational discussions, thereby not affording CLECs adequate time to prepare
for the proposed change,

3. Qwest, through the CMP, did not respond to input front all interested parties, a
number of CLECs objected to Qwest's implementation of this change and
requested its immediate suspension.

"»_'IBHQConsulting
02/19/2002
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KPMG Consulting understands that CLECs have invoked the Escalation Process
with regard to the CR in question. Nonetheless, since Qwest did submit a CR
through the CMP, the fact that Qwest implemented the change - in spite of CLEC
objections - indicates that, within the overall CMP framework, there is a lack of
clarity between what Qwest defines as a CR, and a Qwest unilateral notification
of process change. In addition, Qwest was unable to answer all CLEC inquiries at
the additions meetings held to discuss this CR in more detail. At the November
29, 2001 meeting, it was still uncertain whether or not the change would be
implemented on December 1, 2001.

4. Qwest, through the CMP, did not update CR status on oz timely basis.

Qwest distributed SYST. 11.30.01.F.02444__CEMR_UG_Update at 10:39 AM
MST on December 3, 2001 (see Appendix B). On November 29, 2001, Qwest
legal and change management staff indicated that Qwest would investigate
whether or not the CR would be suspended, but did not provide CLECs with the
status update until December 4, 2001, three days after the change had gone into
effect. As of December I, 2001, the CR status report on the Qwest CMP Web site
did not indicate if CR PcI00lol-5 was suspended or implemented.

5. Qwest CR includes rate changes that are not explicitly dqfirzed as within the scope
of CMP.

Qwest's response to this issue stated that the CR, itself, did not result in rate
changes. However, the change in question is Qwest's implementation of a new
testing process for Maintenance & Repair that results in Qwest's unilateral
imposition of labor rates without CLEC agreement. The change potentially does
have a significant financial impact on some CLECs. KPMG Consulting is aware
that rate changes are not explicitly defined as within the scope of CMP, but would
expect all Qwest~initiated CRs to follow the defined CMP Process,

KPMG Consulting did not observe Qwest's offers to enter into an amendment to
interconnection agreements. KPMG Consulting reviewed the Questions &
Answers for Additional Testing I1/26/2001 documents, and was unable to locate
information to support Qwest's statement. Instead, KPMG Consulting observed
that Qwest repeatedly stated in meetings that the CR was a clarification of
existing requirements, thus making an amendment unnecessary. For instance, at
the October 31, 2001 meeting, one CLEC asked if Qwest had checked all existing
interconnection agreements to ensure that the CR was consistent with Qwest's

'I Qwest quote from December 2]sl response: "Qwest also offered to enter into an amendment to
interconnection agreements to specify the rate if a CLEC preferred to address the issue that way."
B The Questions & Answers for Additional Testing 11/26/200] document is located al
http:/lwww.qwest.comfwholesale/down1oadsJ200] I011128/QA CR_PC]0010] -50ptTestingI 1260] .doc.
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legal obligations. Qwest replied, "yes," suggesting that no amendment was
necessary.

KPMG Consulting recommends that this Exception remain open pending resolution
of the above issues.

Qwest Response to KPMG Comments (0//25/02):

This Exception needs to be viewed in the unique context of the interim process for
product and process changes in the Change Management Redesign process. During the
redesign sessions, there was a misunderstanding regarding the scope of an interim
process and the status of the CMP Redesign Team's discussions regarding that process.
The redesign misunderstanding uniquely impacted the Additional Testing CR. As a
result of that misunderstanding, the Additional Testing CR was initiated pursuant to the
interim process established by the redesign team. Because of objections raised by CLECs
in the redesign sessions, the Additional Testing CR was then handled pursuant to the
process that existed before the redesign sessions began. As a result of the unique
situation caused by the redesign misunderstanding, the issues raised in this Exception do
not reflect the kind of systemic departure from procedure that is appropriately raised in an
Exception. Further, the issues raised in this Exception appear to be confused by the
inclusion of CLEC advocacy positions and/or requests in the factual recitation. The
relevant facts are set forth below.

• Qwest initiated this CR under the Interim Qwest Product/Process Change
Management Process.

As Qwest stated in its initial response, at the time Qwest issued this CR, Qwest believed
that the Interim Qwest Initiated Product/Process Change Request Initiation Process that
was developed in the CMP Redesign Sessions might apply to the testing process
clarification and, therefore, it submitted the CR. Since that time, it became apparent that
the CLECs and Qwest had different understandings regarding the scope of the interim
process. The CLECs and Qwest have spent a great deal of time in CMP Redesign
Sessions discussing their respective positions regarding the interim process. During these
sessions it became clear that the CLECs intended that the interim process should only
apply to changes that were generated by the 271 workshops or OSS testing. Qwest
agreed to this limitation on the scope of the interim process.

These discussions are reflected in the meeting minutes for the CMP Redesign Sessions
held October 30 through November 1, 2001 (see pp. 2-3), November 13, 2001 (see p. 5),
and November 27 through November 29, 2001 (see pp. 13-15). Copies of the discussion
summaries from these minutes have been provided with this response or they may be
located at the following URL under subheading Meeting Minutes,
http://qwest.colWwholesale/crnp/redesign.htmd
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• Qwest processed this CR in accordance with the interim process until it became clear
that the interim process did not apply.

The interim process requires that Qwest post its CR and related documentation to the
CMP web site, and discuss it at the CMP Monthly Forum. The CLECs may raise any
questions during the discussions and submit written comment through a mechanism on
the web site. Any issues that are not resolved can be escalated.

Qwest followed the interim process by issuing the CR, discussing it at the CMP Monthly
Forum, and posting the documentation changes on the CMP web site, Qwest also held
meetings with the CLECs in addition to the CMP Monthly Forum in which Qwest
answered CLEC questions relating to the CR. Qwest received no written comments
through the web site mechanism. Qwest responded orally and in writing to the issues the
CLECs raised in the several meeting that were held, These actions satisfied the interim
process.

For ease of reference, a copy of the Interim Qwest Product-Process CMP document has
been provided with this response or can be located at the following URL under Redesign
Documentation, http:/_/qwest.con1/who1es_ale/gmp/redesignhtml

• Qwest has also complied with the existing change management process.

By December 12, 2001, when this Exception was written, it was clear that the interim
process did not apply. Thus, Qwest was not required to issue or process any CR in
accordance with that process. Because the CMP Redesign team has not agreed to any
other product/process procedures, the process that applies is the existing change
management process. Under the existing process, Qwest must only provide notice before
implementing a change (the existing process document titled Current CICMP has been
provided with this response.) Qwest has gone far beyond that simple requirement by
issuing the CR, holding several meetings to discuss the CR and answer CLEC questions,
and issuing the documentation for comment.

• The remaining issues raised in this Exception do not change the analysis set forth
above.

There are other issues raised in this Exception, such as KPMG's statement that that there
was confusion in the November 29, 2001 CMP Redesign Session regarding whether the
CR would be implemented on December 1. The minutes for that meeting do not reflect
any such confusion. Moreover, Qwest clearly stated at the end of the conference call
held with the CLECS on November 26, 2001 to discuss the CR that it would implement
the CR on December l. There was no reasonable basis for any such confusion.

KPMG also points to a CLEC request for suspension of the CR. It is important to note
that neither process required Qwest to delay or cancel implementation simply because a
CLEC disagreed with or raised questions regarding Qwest's proposed change.

.44 L, nm
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Furthermore, Qwest has reviewed the change management processes of other companies,
and no other process in the country, including processes reviewed by KPMG in other
tests, includes a requirement that the [LEC suspend a proposed change if a CLEC objects
to the change. Instead, any such issue upon which agreement could not be reached is
required to be treated in the same way under the existing change management process
and the interim product/process change management process: they are to be escalated.
That is, in fact, what happened with this CR -- Eschelon and other CLECs initiated an
escalation. This was the appropriate method for resolving any unresolved issues under
both processes.

Attachments:

EXP3094_,CMP Redesign Meeting Nov 13 Final

•

•

ROC_TI764_EXP3094_Qwest INTERIM QWEST RODUCT-PROCESS_CMP-
Revised_10-3-01_0L25_02.doc
ROC__TI'764_EXP3094__CMP Redesign Meeting Minutes Nov 27-29__0 l_25_02.doc
ROC_TI764_
Minutes_0L25_02.doc
R o c _T1764_Exp3094_c1v1p Redesign Meeting Oct 30-31 - Nov 1 Final
Minutes 01 25 t)2.doc
ROC T1764_EXP3094 Current CICMP Doc Last Revised 05-11-01 01 25 02.doc
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KPMG Consulting's Second Response (02/12/02):

KPMG Consulting has reviewed Qwest's January 25, 2002 response along with the
following referenced documents:

(a) Final CMP Redesign Meeting Minutes 10/30/200] - I]/I/200] ;
(b) Final CMP Redesign Meeting Minutes 1]/13/2001 ,
(c) Final CMP Redesign Meeting Minutes I1/27/200] - I ]/29/200/ ; and
(d) Interim Qwest Product/Process Change Management Process dated 10/3/2001.

In addition, KPMG Consulting reviewed other meeting minutes and materials relevant to
dis Exception and available at the Qwest CMP Web sites:

(e) Draft Meeting Minutes for Product/Process CMP Monthly Meeting 10/17/2001;
(D Draft Meeting Minutes for Product/Process CMP Monthly Meeting I I/14/2001;
(g) Change Management Process (CMP) Improvements - 11 -26-OI;
(h) Final CMP Redesign Meeting Minutes 12/10/2001 _ 12/11/2001 ; and
(i) Draft Meeting Minutes for Product/Process CMP Monthly Meeting 12/12/2001.

KPMG Consulting agrees with Qwest that the subject of this Exception needs to be
considered in relation to the applicability of the interim process for product and process
changes as part of the Change Management Redesign Process. Qwest has indicated, in its
previous responses, that it believes that a Qwest CR was not necessary for this process
change based on the scope and requirements of the Interim Product/Process CMP. Based
upon discussions that were held November 27 - 29, 2001 and again on December 10 -
12, 2001, Qwest believed that the interim process applied only to changes related to Third
Party Testing and to 271 workshops.

KPMG Consulting issued this Exception following an extensive review of facts and
circumstances. In particular, KPMG Consulting published this Exception after December
1, 2001, the Qwest-scheduled implementation date for this process change, in order to
observe the complete set of circumstances, processes, and activities related to CR
PCl00101-5. The Exception identifies a deficiency in the Change Management Process
that will result in a negative comment for one or more of the evaluation criteria in the
Final Report if left unresolved.

The specific process issues that KPMG Consulting has identified in this Exccpdon
include:

1. Qwest, through the CMP, did not provide adequate information to CLECs about a
significant CLEC-impacting process change,

9 CMP Redesign documents are posted at: hup://www.qwest.com/wholesale/cmp/redesign_html
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4.
5.

2. Once Qwest had answered some of the important regulatory, product, and
documentation questions, Qwest allowed only four business days for CLECs to
prepare for the proposed changel0,

3. Qwest, through the CMP, did not respond to input from all interested parties, a
number of CLECs objected to Qwest's implementation of this change and
requested its immediate suspension ,
Qwest, through the CMP, did not update the CR's status on a timely basis,
Qwest's CR includes rate changes that are not explicitly defined to be within the
scope of CMP.

KPMG Consulting provided a detailed review of each of these discussion items in the
first response to this Exception on January 7, 2002. In its January 25, 2002 response,
Qwest raised additional concerns surrounding the unique situation for the Additional
Testing CR and for Change Management Redesign. KPMG Consulting offers additional
comments to clarify the facts and background regarding the issuance of this Exception.

9 Qwest initiated the CR under the Interim Qwest Product/Process Change
Management Proeess.

Qwest implemented the Interim Product/Process CMP on October 17, 2001, the same day
that Qwest first presented CR PC100101-5 for discussion with CLECs. According to the
minutes from this meeting, Qwest stated that it had intended to issue a notification
instead of a CR in order to implement the proposed change in 15 days instead of 45 days.
Qwest had brought the issue forward as a CR in good faith for CLECs to have adequate
advance review. Several CLECs stated that the proposed change would be CLEC-
impacting, and requested Qwest to provide CLECs with complete information about the
proposed change before counting days as part of the defined 45 day interval for notifying
CLECs, for soliciting CLEC input, and for finalizing the change. Qwest later reaffirmed
that the interim process for Qwest-initiated CRS was meant for all Qwest product/process
changes that altered CLEC operating procedures.

As of December 12, 2001, it was still unclear that the interim process did not
apply. KPMG Consulting's understanding is that the interim process was in
effect during the period in question (i.e., October 17, 2001 through December 12,
2001).

Although Qwest stated on October 31, 2001 that it would delay implementation of the
CR in question on December 1, 2001 to address CLEC concerns, Qwest had not resolved
all of the regulatory, product, and documentation questions and scheduled another
follow-up meeting for November 26, 2001. Meeting minutes indicate that the discussion
about the disagreement over the interim process had not begun until November 27, 200 l ,
after Qwest had already scheduled implementation of CR PC100101-5. In this case,

la Al the time of this report, KPMG Consulting observed that Qwest and CLECs had not agreed on all legal and
regulatory aspects of this CR .
11 See Final Meeting Minutes, CMP Process Re-design, October 30 - November 1, 2001 .

/uuse1 42 H Cons tilting

02/19/2002
Page 14 of 24



EXCEPTION 3094 -» SECOND RESPONSE
Qwest OSS Evaluation

Qwest scheduled the change implementation date prior to making complete information
available to CLECs and receiving their comments.

Based on a review of the minutes from the three Change Management Redesign sessions
held prior to the CR's implementation, KPMG Consulting believes that CLECs and
Qwest did not reach consensus about the degree of decision-making authority CLECs
would have in modifying or suspending Qwest-initiated CRs12. In fact, it was in response
to the objections with this CR and the degree of input into the process that the CLECs
considered limiting the scope of the interim process in December.

KPMG Consulting does not consider meeting minutes which provide written record of
opinions and open discussion about the Change Management development to sen/e as a
proxy for the formalized process that was in place at the time that this change occurred.
Furthermore, there does not appear to be conclusive language in the minutes to suggest
that the Interim process did not apply as of December 1, 2001.

Qwest issued two documents that suggest the approach for Qwest~initiated process CRs
had not changed. One document lists all CMP improvements that were effective or
scheduled to be implemented as of November 26, 200113. The Qwest-initiated Product
and Process CR Process is cited as being implemented October - November, 2001. The
other document describes the process by which baseline elements of the redesign effort
may occur prior to the completion of the CMP redesign efforts. The document states
that implementing baseline changes requires agreement among Core Team members and
an implementation presentation for the general CLEC community.

KPMG Consulting considers Change Management to be an essential element of ongoing
CLEC business operations and of the Qwest-CLEC business relationship. Because it
governs an important part of all CLEC interaction with Qwest, KPMG Consulting would
expect, at a minimum, that Qwest CMP would feature the following functions:

Qwest notifies CLECs of all CLEC-impacting changes with complete information
and sufficiently in advance of such changes,

CMP includes the procedures Mrough which Qwest takes into consideration the
feedback from CLECs on all proposed CLEC-impacting changes, and

CLECs have the opportunity to modify, discuss, and escalate issues encountered
with proposed changes.

In response to this Exception, Qwest stated that it was not aware of CLEC objections to
CR 100101-5 because Qwest did not receive any written comments through the Web-
based PCAT documentation review mechanism. However, the Redesign meeting

12 Quote from Final CMP Redesign Meeting Minutes II//3/200] :"Schultz cited that there did not appear to be
agreement between the CLEC community concerning the Qwest initiated product/process CR process."
1  ̀See Appendix B: Process ro Deploy Qwest CMP Improvements - I1-Z6-01.
to See Appendix C;Change Management Process (CMP) Improvements - I]-26-01.
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minutes clearly demonstrate that CLECs were dissatisfied with both the change in
question and with the overall process for managing Qwest-initiated CRs. Qwest Change
Management representatives, who act as Qwest's point of contact, were present at these
meetings. After having heard CLEC objections, none of the Qwest representatives had
advised CLECs to escalate the CR in question until December 4, 200115, three days after
implementation, thus leaving CLECs wondering if Qwest was going to respond to
CLECs by suspending the proposed change.

Due to differences in scope and history among ILEC change management processes,
KPMG Consulting considers it inappropriate to compare Qwest CMP to that of other
ILE Cs. As part of 271 OSS Testing effort, KPMG Consulting is evaluating Qwest CMP
based on a pre-determined framework of evaluation criteria. Based on Qwest's latest
response and the current state of Product/Process CMP, at least one KPMG Consulting
evaluation criteria for Test 23 would be assessed "Not Satisfied." KPMG Consulting
points to the CLEC request for suspension of the CR as an example of the collaborative
extent of CMP and the ineffectiveness of the process to address disputes such as this.
The Exception is not based on a requirement that an ILEC suspend a proposed change if
the CLEC objects to the change.

KPMG Consulting considers the fact that Qwest implemented CR PCl00101-5 without
taking into consideration CLEC objections, its failure to make available complete
information so efficiently in advance of the scheduled change, as well as the subsequent
impassel' about the process governing Qwest-initiated changes as indicative of lack of a
defined and documented change management process.

KPMG Consulting reviewed aforementioned documents and identified that Qwest did not
adhere to the expectations of a well-formed, functioning Qwest-CLEC change
management process .

KPMG Consulting recommends that this Exception remain open pending
implementation of and observation of adherence to a complete process for Qwest-
initiated Product and Process Change Requests.

15 in response to CLEC inquiry to Judy Schultz and Laura Ford, Qwest advised Eschelon moescalate the CR in
question in an email dated December 4, 2001, at 7:13 PM.
16 KPMG Consuming observed that Qwest and CLECS were at impasse about Qwest-initiated Product/process changes
from December 2001 to February 2002.
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APPENDIX A
C0-Provider Change Request Form

Log # PCC9100101 Status: Submitted
-5

Submitted By: Debra Smith Date
Submitted:

10/01/01

Co-
Provider:
Submitter:

Internal Ref# . .
Debra Smith, Qwest Unbundled Loop Product Manager, dssrnith@qwest.com,
515-241-1206
Name, Title, and emaiVfax#/phone#

Proprietary for submission to Account Manager Only?
[J Yes UNo

Please check mark as appropriate

Title of Change:

Area of Change Request: Please check mark as appropriate and 1311 out the appropriate
section below
E] System U Product X Process

Interfaces I
D CEMR
El EXACT
EI HEET

impacted:Please check mark as appropriate
EI MA EDI E] MEDIACC
Cl MA GUI D Product Database
[II Directory Listings El Other

[J TELIS
D Wholesale Billing
Interfaces

Please
describe

Description of Change:

Is new information requested in a specific screen or transaction?
E Yes U No
If yes, name the screen or
transaction:
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Products Impacted:Please check mark as appropriate and also list specific products
within product group, if applicable
U Centrex
[I Collocation
U EEL (UNE-C)
E! Enterprise Data
Services
El LIDB
El LIS
E LNP
III Private Line

U Resale
EI SS7
El Switched Services
U UDIT

El Unbundled Loop
El UNE-P
D Wireless
El Other

Please describe Please describe

Known Dependencies:

Additional Information' (e.g., attachments for business specifications and/or requirements
documents)

C0-Provider Priority Level
[3 High I] Medium III Low

Desired Implementation ASAP- High
Date:

Products Impacted:Please check mark all that apply (if "Other" please describe
further)
Cl LIS/Interconnection E Collocation D UNE EI

Ancillary
E] AIN

I:I
Resale

I:I EICT

EI Tandem Trans./TST

EL DTT/Dedicated
Transport

D Tandem Switching

Local Switching

EI Physical

EI Vi1'[Ll3.l

E] Switching
U Transport (incl.

EUDIT)

E] Loop

E] UNE -_ P

0 EEL (UNE-C)121

D

E Adjacent

EI ICDF Cello.
EL

Other

LJ DA

Cl Operation
Services

E] INP/LNP
E]

Other

Other 1:1 UDF

L ' l . . . *umeilonsulting
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Currently, CLECs' are responsible for testing UNE's prior to submitting a trouble report to
Qwest. CLECs' are to provide test diagnostics including specific evidence that the trouble is in
the Qwest Network along with the associated Qwest circuit identification number, If the CLEC
elects not to perform the necessary UNE testing, Qwest will offer to do such testing on CLECs'
behalf. If such testing is requested by the CLEC, Qwest will perform the additional testing and
bill the CLEC the appropriate charges that are in their Interconnection agreement.
If the CLEC does not provide test diagnostics and elects not to have Qwest perform additional
testing on their behalf, Qwest will not accept a trouble report. Additional Charges may apply
when the testing determines the trouble is beyond the Loop Demarcation Point
This additional testing option is available on the Unbundled Loop Product Suite, Unbundled
Dedicated Transport (UDIT), Enhanced Extended Loop (EEL) and Loop Max .

EXCEPTION 3094 u-_ SECOND RESPONSE
Qwest OSS Evaluation

LE
Other

Description of Change:

Known Dependencies :

Additional Information: (e.g., attachments for business specifications and/or requirements
documents)

C0-Provider Priority Level
E] High I] Medium U Low

Desired Implementation
Date:

Area Impacted: Please check mark as appropriate
El Pre-Ordering
[1 Ordering
El Billing
X Repair CI

Other
Please describe

Description of Change:

Products Impacted: Please check mark as appropriate and also list specific products
within product group, if applicable

H
. \
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10/01/01 - CR received by Deb Smith of Qwest
10/01/01 - CR status changed to Submitted
10/01/01 - Updated CR sent to Deb Smith

EXCEPTION 3094 SECOND RESPONSE
Qwest OSS Evaluation

I] Centrex
Cl Collocation
X EEL (UNE-C)
D Enterprise Data
Services
l:l LIDB
1] LIS
EI LNP
U Private Line

E] Resale
EJ SS7
E] Switched Services
X UDIT

X Unbundled Loop
E] UNE-P
E] Wireless
E] Other

Please describe Please descriBe

Known Dependencies:

Additional Information: (e.g., attachments for business specifications and/or requirements
documents)

Co-Provider Priority Level
l ]High D Medium D Low

Desired Implementation
Date:

Qwest Account Manager Notification
Account

Manager:
Notified

Qwest CICMP Manager Clarification
Request
If yes, clarification request
sent:

U  Yes I I N o

Clarification
received:

C0-Provider Industry Team Clarification I ]  Yes 0 No
Request
If yes, clarification request
sent:

Clarification
received:

Status, Evaluation and Implementation Comments:

F 1 4 1 #F __W!! Consulting

02/19/2002
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EI Yes UNo
Candidate for a
Release
If yes, Release
Number:

A
: " . . I J ' l . . .95155Consulting
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APPENDIX B

Process to Deploy Qwest CMP Improvements- 11-26-01

As Change Management Process redesign elements (major sections of the
Master Redlined CMP Redesign framework) are discussed and baseline
language is determined, Qwest and/or a CLEC-Core Team representative may
propose to implement the baseline element. This request may occur prior to the
completion of the CMP redesign effort. The CMP Redesign Core Team shall
comply with the following process for implementing baseline changes:

•

O

•

•

The Core Team reaches agreement to implement a given baseline
element and determines the implementation date.
Qwest develops an implementation presentation for the general CLEC
community.

The Implementation Presentation shall include:
I Language from the master redlined CMP framework
I Other pertinent information, if applicable
l Implementation/effective date

At the next Monthly CMP meeting, Qwest and the Fie-design Core Team
will collectively present the proposed change. The Team shall seek
comments, if any, from the general CLEC community.
It there are no objections, Qwest shall implement the changes in
accordance with the implementation plan .
If there are objections, the Re-design Core Team will consider the input,
and determine the appropriate course of action.

At the conclusion of the Re~design effort, the Core Team will present the Final
Master Red-Line document to the general CLEC community for review and
acceptance.

£14m a Consulting
02/19/2002
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Improvement Implementation Date(s)
Standard Naming Convention August 2001
Web Site Improvements

_ Design
- Search Capabilities

October 2001

CMP Process Improvements
_ CR Clarification Meetings
- Meeting Distribution Package
- Meeting Minutes
- CR Tracking and Reporting Database
_ CR Project Management

August - November
2001

Escalation and Dispute Resolution Process
_ Process
- Web Site

November 2001

Exception Process September 2001
OSS Interface 12 Month Development View November 2001
CLEC/Qwest Initiated OSS Interface CR Process

-  P roces s
_  Form

October - November
2001
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PCAT Red-Line November 2001
Tech-Pub Red-Line October 2001
Point of Contact List October 2001
Established CMP Full Day Meetings October 200 l
Prioritization of Qwest Originated OSS Interface CRS August - November

200 l
Introduction of New OSS Interface Ready when applicable
Web Tool to Support CLEC Comments on CRs November 2001
Retirement of OSS Interface Ready when applicable
Changes to an Existing OSS Application to Application
Interface

_ Draft Technical Specifications Walkthrough
_ CLEC Comment Cycle
- Final Technical Specifications
- CLEC Testing

Effective with MA 10.0
Release

Changes to an Existing GUI
_ Draft User Guide
- CLEC Comment Cycle
_ Final User Guide

Effective with MA 10.0
Release

EXCEPTION 3094 SECOND RESPONSE
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APPENDIX C

Change Management Process (CMP) Improvements - 11-26-01

J

*
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OSS HVIA EDI Versioning In Effect
Interface Testing Environment

_ SATE In Place
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Initial Release Date (as OBS 3044): November 1, 2001
First Response Date (as OBS 3044): December 17, 2001
lnitiai Release Date (as EXC 3102): December 17, 2001
First Response Date (as EXC 3102): January 16, 2002
Second Response Date (as EXC 3102): February 11, 2002

Exception 3102 was initially released as Observation 3044 on November 1 , 2001 .
KPMG Consulting recommended on December 17, 2001 that Observation 3044 be
closed and moved to Exception 3102.

EXCEPTION REPORT

An exception has been identified as a result of the test activities associated with the Change
Management Practices Verification and Validation Review, MTP Test 23.

Exception:

Qwest's internal OSS interface change management documentation is inconsistent and
unclear.

Background:

Qwest utilizes an internal OSS change management process to manage the succession of four
major phases of work-to initiate, develop, deploy, and retire changes in an OSS interface, as
listed in the Change Management Process (CMP) document.) All requests for changes to
Qwest's systems or processes, including those requests from Qwest business units and the
software release candidates originated by CLECs, necessitate the creation of a Change Request
(CR). These issues are logged into Qwest's internal database for tracking purposes. In order to
enter change items into this database, several pieces of information are required, such as the type
of change (category), associated working project (software life cycle), severity level (importance
and scope), and priority (significance and timeframe).

As part of the relationship management process testing evaluation, KPMG Consulting reviewed
four internal Qwest documents that outline the processes for managing CRs2. The document
titles are as follows:

Interconnect Mediated Access (MA) Change Management PZan.3
EDI Development Change Request (CR) Process.4
Interconnect Center of Excellence (ICON) Basic Class caxinns of Distributed Defect
Tracking System (DDTS) CRs.5

The CMP Document defines the processes through which CLECs submit Change Requests and received Qwest
Release Notifications. It is located at
http://www.qwest.comiwholesale/downloads/2001/0105 l 4/CMP_Document_05 l401 .doc.
2 These documents are deemed by Qwest to be "Confidential" in nature, and as agreed upon in the MTP, specific
information regarding their contents will not be publicly revealed.
3 Document dated January 2001, Version lb
4 Document date and version number not provided

l
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Interconnect Mediated Access (MA) Process Description & Specwcation, Change
Request (CR) Process. 6

Issues :

While the documents contain large portions of similar information, inconsistencies such as
important definitions for CR types, categories, and database fields exist. For example, there is a
variation between the number of DDTS project categories. Similarly, two documents refer to
five types of CRS, while two other documents add a sixth type,

Other findings in the documents included the following:

The documents lack essential information (i.e. date of publication, version, author,
change log, assumptions) that may be used to reference their source and applicability.
The codes and abbreviations are presented without clear definitions.
The process descriptions and process flows are either missing or contain ambiguous
information.
The process definitions for handling CRs and communicating prioritization changes to
stakeholders appear to be incomplete.

KPMG Consulting has provided examples of the issues revealed in this observation in a separate,
confidential document.

•

s

Questions:

1. Is there a reason why the Qwest documents contain different information about similar
topics?

2. Which document(s) does Qwest use to represent its change management process?
3. Please describe how Qwest moves issues (i.e. bug fixes, requirement gaps, system

enhancements) relevant to CLECs through all phases of the Change Management
Process.

Qwest Formal Response to OBS 3044 (ll/I5/01) '

This Observation was written to address inconsistencies in documentation with regards to the
handling of Change Requests. The internal documents the P-CLEC referenced are:

1. Integconnqct Mediated Access Change_Mapa_gen;en_t Plan . ( M A QMP),

2. EDI Development Change Request (CR)_Pnocess,

3. 1nterc9nnect_medi4teg1 Access (MA) Ba_sic CLassifications of Distributed Detect Tracking
System (DDT_S) Cos,

4. Interconnect Mediated Access (MA) Process Description &_Specific_ation_,_cha_nge Rgqyest
(CR_) Process)

s Document dated February 28, 2001, Draft 00.05
6 Document dated December 1, 2000, Version 00.03

I/*_=.was' ,r
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Lr * all 4-1 .uh

The MA CMP document is being enhanced and will absorb the information that was previously
contained in the MA Basic Classifications of DDTS CRs and the Interconnect Mediated Access
(MA) Process Description 8; Specification, Change Request (CR) Process) document.
Integrating these two documents into the MA CMP will result in the ability to reference a
single, comprehensive document and becomethe focal point for uniform standards for DDTS
usage in MA.

The inconsistent findings that were noted in the 'Issues' section of this Test Incident are noted
and understood. The updated MA CMP will focus on the following procedures:

version control to maintain essential information

definition of any codes and/or abbreviations

where needed, concise process descriptions and flows will be available

complete definitions and communication methods regarding the Change Request process

TheEDI Develop_ment Change Request (CR) Process, has been re-located.

1.1.

_ _ _ _ _ This information
may now be found in Chapter 17 of theEDI De_velo_prnent Handbook. A cross reference to the
EDI development CR process will also be included in the MA _CAP

Is there a reason why the Qwest documents contain different information about similar
topics?

Yes, these documents differ in scope, content, are written at different levels and utilized
by different groups. They also have since evolved into more comprehensive documents.

Interconnect Mediated Access (MA) Change Management Plan (MA CMP)

The MA CMP is the main source of information and reflects current change
management flow. It defines the steps to follow in the day to day administration of
change management processes. This document will be updated to reflect planned
changes to the change management flow and will remove inconsistencies mentioned in
this TI. The updated MA CMP will contain a reference to the EDI Development CR
process, now found in Chapter 17 of the EDI Developers Handbook.

EDI Development Change Request (CR)_Process

This information is now found in Chapter 17 of the EDI Developers Handbook_,and will
reference the MA CMP for a broader view of the Change Request process.

1.2.

This document focuses on EDI development processes and is a subset of the MA CAP
document that references CR categories and types .

For instance, theEDI Dev_e1opn;ent._CB Processreferences 25 CR categories, where the
MA CMP references 31 categories. This discrepancy is due to EDI developers using a
subset of the categories found in the MA CMP. Different subsets exist because
development groups follow their own developmental analysis prior to handing their CRs
to the larger MA CR process. The MA CR process, as identified in the MA CMP, is
then followed.

1.3. Ingerconrgect Mediated Access ( M A ) Basie Classifications QrDis;ribute_dDefect
TrackingSystem (DDTS) CRS

1.
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The MA Basic Classifications of DDTS CRs is a document currently being used in
tandem with the current version of the MA CMP document and will be incorporated into
the MA CMP. The MA B2§ic Clo_ssi§cation_s of DDTS_CRsis scheduled to be retired
on December 1, 2001.

1.4. Interconnect Mediated Access (_MA) Process Description 81 Specification. Change
Request (CR) Process

This document was in a draft form in July of this year and was being used by the MA
System Test organization. Qwest has since decided to incorporate that information into
the MA CMP. The processes referenced in it were equivalent processes referenced in
the MA CME. The MA Process Description 8; Specification, Change Reques_t (CR)
Process is scheduled to be retired on December 1, 2001 .

Which document(s) does Qwest use to represent its change management process?

Qwest MA refers to the MA Change Management P_lan. This document is currently
being updated to reflect current change management flow. Until this document has been
completed, Qwest MA refers to the current MA CMP in conjunction with the
Interconnect Mediated Access (IllA)_Basic Classifications of Distributed Defect
Tracking S_yste_m (DD1ls)_cRs .

Please describe how Qwest moves issues (i.e., bug fixes, requirement gaps, system
enhancements) relevant to CLECs through all phases of the Change Management
Process.

The steps that CLECs employ are found at the Wholesale System web-site found at
http://www.qwest.com/wholesale/cmp/whatiscmp.htm1. Once the Change Request has
been initiated by the CLEC, the steps utilized by Qwest MA are detailed in the current
version of MA CMP (and will also be incorporated in the updated version). They are
provided below for your reference:

A11 bug fixes, requirement gaps and enhancements follow the same lifecycle.

1. The author / representative of the fix, requirement gap or enhancement creates a
Change Request that outlines the issue at hand.

2. The CR is recommended for a Release or a Patch.
3. Preliminary effort estimates are prepared.
4. The CR is fully defined.
5. The effort estimate to fully implement the CR is developed.
6. The CR is reviewed and approved to be included in:

6.1. the initial Packaging of Release
6.2.added to a Release in Progress
6.3.deployed as a Production Patch

In summary, the following documents have been addressed:

1. Updated Interconnect Media_ted Access Change Management Plan (MA CAP). Since
this document reflects an internal process, it will be sent to the P-CLEC via the
Confidential Information Data Request process on December 1, 2001.

3.

2.
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2. Interconnect Mediated Access (MA) Basic Classifications of Distributed Defect
Tracldng S§§tem (DDTS) CRS will be retired on December 1, 2001. Since this document
is an internal document, a Notification regarding its retirement will not be published to
the CLEC community.

3. Interconnect Mediated Access (MAl Process Description & Specification, Cl;an_ge
Bequest (CR) _Processl will be retired on December 1, 2001. Since this document is an
internal document, a Notification regarding its retirement will not be published to the
CLEC community.

4. The information found in the ED_I Development QhangeRequest (CR) Process now
located in Chapter 17 of the EDI Deye1op§:rs_ Handbook. The EDI Development
Handbook is an internal document, and will be sent to the P-CLEC via the Confidential
Information Data Request process on December 1, 2001.

Qwest First Supplemental Response OBS 3044 (11/29/01):

In Qwest's previous response dated I 1/15/01, the summary section stated that the updated
Interconnect Mediated Access Change Management_Plan (MA CME) and theEDI Developers
Handbook would be sent to the P-CLEC7 on December 1, 2001. Since this falls on a Saturday,
Qwest will send the document via the Confidential Information Data Request process on
Monday, December 3, 2001 .

Qwest Second Supplemental Response OBS 3044 (12/04/01):

Qwest indicated in the ll/15/Ol response that the following documents would be retired on
12/l/0l:

Interconnect Mediated Access (MA) Easic Classzjfications of Distribured Defect Tracking
System (DDTS) CRs
Interconnect Mediated Access (MA) Process Description & Specification, Change
Request (CR) Process)

Both documents were retired on 12/1/01. As was mentioned in the 11/15/01 response, no
notification of the retirement was issued to the CLEC community because both documents were
internal to Qwest.

In addition, Qwest indicated that two documents would be provided to KPMG via the DR
process:

•

•

The Interconnect Mediated Access Change Management Plan (MA CMP) will be
provided via data request CM25 by 12/4/01.
The EDI Developers Handbook (including the ED] Development Change Request (CR)
Process.) was provided via data request CM26 on 1]/30/01.

7 This should read KPMG Consulting instead of P-CLEC.
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KPMG Consulting's First Response to OBS 3044 (12/17/01):

KPMG Consulting reviewed Qwest's responses, and noted the following issues with Qwest
documents:

MA CMP

KPMG Consulting acknowledges the enhancement of the MA CMP to absorb the information
that was previously contained in MA Basic Class cations of DDTS CR and the MA Process
Description & Specification CR Process, as well as the retirement of the latter two documents.
A single and comprehensive document is designed to enhance Qwest's ability to develop
unifonn processes. In its formal response, Qwest stated that the observation issues were noted
and understood. However, KPMG Consulting identified the following inconsistencies in the
latest Version 1.00 of MA CMP, dated November 30, 20019. For illustration purpose, we are
providing an example associated with each issue, where applicable:

. . , 10
Verslon control does not reflect prevlous version la and lb .

2. The document lacks a change log to document the changes made since version lb.

3. The Table of Contents reflects incorrect page number references. For example, MA
Change Request LifeCycle starts on page 5, not on page 6, as indicated.

4. The Table of Figures references figures that do not exist. For example, the document
does not include the diagram Consolidated Change Request Flow (Figure Ll).

5. Definitions of certain codes and abbreviations, e.g., PCB, BAP, SCM, PMO, FOM, and
BPL, are missing '.

- - . 12The document excludes essential change management process information .
Specifically:

The document lacks complete communications methods, and omits intervals for
notifications, escalations, prioritization, restoration, and documentation updates.

•

8 Qwest quote in 4th paragraph of formal response (see page 3 in this document).
9 Qwest Quote: "MA CMP is the main source of information and reflects current change management flow. It
defines steps to follow in the day to day administration of change management processes. This document will be
updated to reflect planned changes to the change management flow and will remove inconsistencies mentioned in
this TI".
to Qwest quote: "The updated MA CMP will focus on the following procedures...version control to maintain
essential information". The latest version presented to KPMG Consulting following version lb was version 1.00.
ti Qwest quote: "The updated MA CMP will focus on the following procedures, ..definition of any codes and/or
abbreviations".
12 Qwest quote: "Integrating these two documents into the MA CMP will result in the ability to reference a single,
comprehensive document and become the focal point for uniform standards for the DDTS usage in MA".

02/19/2002
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- l

For example, no timeline for announcing CR prioritization or changes to a CR
status is providedl
The document lacks process flows. For example, no process How for production
support or CR prioritization is presented.
The document lacks entry and exit criteria for processes.
The document does not address Testing Support and changes to test
environments. For example, testing roles and responsibilities, as well as trouble
escalation procedures for testing of new interfaces or new interface releases, are
missing.
The document does not describe what tools are used to effectively manage change
requests and trouble tickets.

The document does not address the last three issues identified in the "Confidential
Information" section of KPMG Consulting's initial observation report. Qwest neither
responded to these issues, nor incorporated document revisions to address them.

KPMG Consulting acknowledges the current CMP re-design process, the effort that Qwest and
CLECs have initiated, and the timeline that has been established to conclude the re~design
efforts. However, KPMG Consulting cannot validate that changes were made to Qwest internal
documentation to reflect or identify issues discussed and documented in the current redline CMP
dOCL\1'll1E§l'lt15.

KPMG Consulting would expect that, in order to accommodate changes in operations, and to
include points of interaction with the CLEC community, current Qwest documents include, at a
minimum, the various CLEC touch-points at which the internal OSS interface change
management process interacts with the external change management process that is undergoing
restructuring. If, as Qwest has stated, the current MA CMP document is the main source of
information, and resects current change management tlowl6, then the following processes do not
appear to be adequately documented:

•

•

•

•

Notification procedures, including intervals,
Escalation procedures, including intervals,
Restoration procedures, including intervals,
Prioritization procedures, including intervals,
Documentation Management procedures, including intervals,
Production Support procedures, including intervals,
Major release and point release procedures, and
Testing procedures, including test environments.

_.complete definitions and

.where needed, concise process

13 Qwest quote: "The updated MA CMP will focus on the following procedures.
communication methods regarding the CR process".
14 Qwest quote: "The updated MA CMP will focus on the following procedures..
description and flows will beprovided".
15 The current Draft CMP can be found at http://www.qwesLcom/wholesale/cmp/redesign.html under the heading
"Re-design Documentation,"
in Qwest quote in section 1.1 of formal response (see page 3 in this document).
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EDI Developer's Handbook

KPMG Consulting acknowledges Qwest's incorporation of the Development CR Process into
chapter 17 of the EDI Developer's Handbook. A single and comprehensive document is
designed to enhance Qwest's ability to develop uniform processes. However, the document does
not demonstrate how Qwest consistently integrates CLEM-iritiated CRs with Qwest internal
CRS. Based on a review of this document, it appears that Qwest conducts the CR categorization,
prioritization, and approval processes without CLEC input.

The Qwest Change Management Process (CMP) is the process by which CLECs initiate updates
and enhancements to Qwest OSS interfaces. The process document in question, as indicated by
Qwest's response, "is the main source of information" and "defines the steps to follow in the day
to day administration" of the Qwest internal OSS change management process. It is critical that
the internal OSS change management process be clearly documented and well formed for the
management and implementation of changes requested by CLECs. In the absence of a
framework to evaluate, categorize, and prioritize proposed changes, there is no assurance that
Qwest OSS functionalities are enhanced to consistently meet the needs of CLEC business
operations.

Attachments: None

Qwest Formal Response to EXP 3102 (12/28/01):

Qwest has provided the MA Change Management Plan and the MA EDI Developer's
Handbook in response to Exception 3102. These documents define processes and procedures
internal to the Interconnect Mediated Access (MA) system. The scope of these documents is
limited to the management of changes within MA. All interaction between Qwest and CLECs,
including CLEC initiated Change Requests (CRS) and trouble tickets, prioritization of CRs,
communication of status, etc., is defined and managed through the Qwest Wholesale CMP and is
beyond the scope of the MA documents in question.

Qwest will, however, address KPMG's comments (items 1 through 5 and item 6, bullet points 3
and 5 above) specific to the MA CMP.

As the issues in items 6 (bullet points 1, 2, and 4) and 7 are beyond the scope of the [MA
documents in question, Qwest will indicate the appropriate Wholesale CMP documents and
processes that address KPMG's concerns.

MA CMP

The following is Qwest's response to KPMG comments specific to MA documents. Qwest's
response is outlined below, with KPMG's statements in italics:

v . . 171. Version control does no! reflect previous version Ia and lb .

17 Qwest quote: "The updated MA CMP will focus on the following procedures.. ,version control to maintain
essential information", The latest version presented to KPMG Consulting following version lb was version 1.00.
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Qwest Response: The previous MA CMP versions (la and lb) were never baselines or
approved, therefore no reference to unapproved versions are necessary in the Document History
of this new Baselined Version 01.00.00 dated November 30, 2001 .

The document lacks a change log ro document the changes made since version lb.

Qwest Response: The previous MA CMP versions (la and lb) were never baseiined or
approved, therefore no reference to unapproved versions are necessary in the Document History
of this new Baselines Version 01.00.00. Subsequent changes will be logged in the Document
History on page 2.

3. The Table of Contents reflects incorrect page number references. For example, MA
Charge Request Life Cycle starts on page 5, not on page 6, as indicated.

Qwest Response: Using the "Office 97" version of MS Word to open the subject document, the
MA Change Request Life Cycle starts on page 6, as indicated in the Table of Contents.

4. The Table ofFigures references figures that do not exist. For example, the document does
ROI include the diagramConsolidated Change Request Flow (Figure I.) ).

Qwest Response: All figures in the Table of Figures exist and are present in the document. In
some versions of MS Word, the Visio application requires the user to click into thearea where
the imported diagram resides. Qwest will provide a separate copy of Figure 1,1 via the normal
data request process.

5. Definitions of certairz codes and abbreviations, Ag., PCB, EAP, SCM, PMO, FOM, and
BPL, are missing18.

Qwest Response: These will be added to the LMA CMP, Section 8, Definition of Terms, by
January I 1, 2002.

6. The document excludes essential change manogementprocess informationIng. Specifically:
• The document Zacks entry and exit criteria for processes.

Qwest Response: Entry and exit criteria are provided in documented processes. Since the MA
CMP is a plan, it does not provide that level of detail. An example of a documented process is
the document identified as the seventh reference and titled, "System Test CR Verification
Procedure". Qwest will provide a copy of this document via the normal data request process.

• The document does not describe what tools are used to ejjfectively manage change
requests and trouble tickets.

Qwest Response: DDTS is the tool used to manage change requests. The "C1earDDTS Users
Guide" is the first document indicatedunderReferences, cited in Section 8, Definition of Terms,
under "DDTS". The "Creation and Administration of Process-related DDTS Change Requests
Process" is the fifth Reference, which is cited in Section 2,g.6 in the body of the MA CMP.
Chan Ge requests logged in DDTS include a reference to trouble tickets where appropriate.

2.

is Qwest quote:"The updated MA CMP will focus on the following procedures, ..definition of any codes and/or
abbreviations".
19 Qwest quote: "Integrating these two documents. into the M A CMP will result in the ability to reference a single,
comprehensive document and become the focal point for uniform standards for the DDTS usage in MA".

02/19/2002
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Trouble tickets are initiated by the Wholesale Systems Help Desk and managed in Problem
Change Request Management (PCRM).

7. The document does not address the last three issues idenl'wed in the "Confidential
Information ,vs section of KPMG Consulting's initial observation report. Qwest neither
responded to these issues, Nor incorporated document revisions ro address them.

Qwest Response: These issues targeted the old, non-baselined version lb of the MA CMP, and
have been resolved in the new baselines MA CMP version 01.00.00. Qwest further responds to
Item #7 in Confidential Attachment A.

•

The following is Qwest's response to KPMG comments specific to the Wholesale CMP process.
Qwest's response is outlined below, with KPMG's statements in italics:

6. The document excludes essential change management process infonnationz0. Specifically:
9 The document lacks complete communications methods, and omits intervals for

notmcations, escalations, prioritization, restoration, and documentation updates. For
example, no tintelinefor announcing CR prioritization or changes to a CR status is
providedll.

Qwest Response: The change management process is defined by Wholesale CMP process and
described in the Wholesale CMP documents "Changes To Existing OSS Interfaces" and "Qwest
Proposed CR Prioritization Language" (Attachments B and C). The Wholesale CMP process
(not the [MA Change Management Plan) defines this process.

The document lacks process flows. For example, no process flow for production support
or CR prioritization is presented22.

Qwest Response: Qwest and the CLECs are currently negotiating the Wholesale CMP redesign.
Qwest anticipates that this effort will be completed by January 31, 2002. This date is tentative
and is dependent on satisfactory participation and cooperation of the CLECs. Qwest will
complete a Wholesale CMP Methods and Procedures document approximately 30 days after the
completed Wholesale CMP redesign. The Methods and Procedures document will include the
process flows cited by KPMG as missing.

The document does not address Testing Support and changes to test environments. For
example, testing roles and responsibilities, as well as trouble eseolation procedures for
testing of new interfaces or new interface reieoses, are missing.

Qwest Response: Testing is addressed in the Wholesale CMP document "Changes To Existing
OSS Interfaces", Section I (Attachment B).

•

¢ KPMG Consulting would expect that, in order to accommodate changes in operations,
and ro include points of interaction with the CLEC community, current Qwest documents

20 Qwest quote: "Integrating these two documents into the MA CMP will result in the ability to reference a single,
comprehensive document and become the focal point for uniform standards for the DDTS usage in MA".
21 Qwest quote: "The updated MA CMP will focus on the following procedures...complete definitions and
communication methods regarding the CR process".
12 Qwest quote: "The updated MA CMP will focus on the following procedures..
description and flows will be provided".

.where needed, concise process
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include, at a minimum, the various CLEC touch-points at which the internal OSS
interface change management process interacts with the external change management
process that is undergoing restructuring. H as Qwest has stated, the current MA CMP
document is the main source of information, and reflects current change management
jZow23, then tnefollowing processes do not appear to be adequately documented:

Qwest Response: Due to the tentative process adopted in the CMP, the CMP process is the main
source of information and not the MA CMP.

EDI Developer's Handbook

• KPMG Consulting acknowledges Qwest's incorporation of the Development CR Process
into chapter I7 of the EDI Developer's Handbook. A single and comprehensive
document is designed to enhance Qwest's ability to develop unQ"or/n processes.
However, the document does not demonstrate Now Qwest consistently integrates CLEC-
initiated CRs with Qwest internal CRs. Based on a review of this document, it appears
that Qwest conducts the CR categorization, prioritization, and approval processes
without CLEC input.

Qwest Response: The EDI Developer's Handbook is an internal document referenced in the MA
Change Management Plan (CMP). It is not intended to involve direct CLEC input, which occurs
at the Wholesale and LMA levels, as indicated in the Qwest Wholesale Change Management
Process, cited in the Scope of the MA CMP and again in Section 6, OSS Supplier Change
Request (CR) Management.

Attaehment(s).° To be sent via the Confidential DR Process

Qwest Supplemental Response (01/14/02):

Qwest committed to the following action item in the 12/28/01 response, under issue #5:

"[KPMG Comments]Defnition5 of certain codes and abbreviations, e.g., PCB, BAP,
SCM, PMO, FGM, and BPL, are missing24.
[Qwest Response] These will be added to the MA CMP, Section 8, Definition of Terms,
by January ll, 2002. "

Qwest completed the updates to the MA Change Management Plan on 1/7/02. Qwest will
provide KPMG the updated document via the data request process by 1/15/02 (DR # TI-777Sl -
EXP 3102),

Attach rnends):

KPMG Consulting First Response to E3102 (01/16/02):

KPMG Consulting reviewed Qwest's response, along with information provided in relation to
the confidential portion of this repos. KPMG Consulting's response is comprised of two parts, a

pa Qwest quote in section 1.1 of formal response (see page 3 in this document).
24 Qwest quote: "The updated MA CMP will focus on the following procedures...definition of any codes and/or
abbreviations".

U".~. i. My Consulting
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process review and a documentation review. The confidential portion of the documentation
review includes Attachment A, submitted to Qwest separately through the data request process.

OSS Interface Change Management Process Review

KPMG Consulting recognizes Qwest's position that the scope of the MA Change Management
Plan and the MA EDI Developer's Handbook is limited to the processes and procedures internal
to the Interconnect Mediated Access (MA) system. Qwest draws a distinction between the
Wholesale Change Management Process (CMP) that is currently undergoing redesign, and the
internal processes that are used to manage MA changes within Qwest. Qwest identified the
specific issues (four of the eleven total) raised in KPMG Consulting's first response that it
considers out of scope for the MA CMP document, Qwest did, however, provide a response to
all of KPMG Consulting's comments.

Although KPMG Consulting agrees that the internal process is not the main focus of the OSS
Change Management Test , it contends that the best scope should include an analysis of how
Qwest formally applies changes to OSS interfaces, including MA for EDI and GUI. By
definition, the management of changes to MA involves the Change Management Process.
KPMG Consulting does not agree that the two change processes (i.e., internal and external) can
be considered independently, but instead maintains that they should be adequately integrated and
include consistent sub-processes .

The January 17, 2002 Systems CMP Team Meeting Distribution Package25 contains references
to multiple MA Change Requests initiated by CLECs and Qwest. MA continues to be the
primary vehicle or interface system by which CLECs submit their pre-orders and orders to
Qwest. Therefore, KPMG Consulting believes that the adequacy of the methods by which
Qwest's internal process is documented and operated, especially within the context of both
CLEC-initiated and Qwest-initiated changes, has direct relevance to how these changes are
managed for the external, Wholesale CMP. The nature of KPMG Consulting's end-to-end
testing is such that it does, at times, require a review of business processes internal to Qwest, but
impacting to certain wholesale processes, such as Change Management.

If, as Qwest has stated, the current MA CMP document is the "main source of information," and
reflects current change management flow26," KPMG Consulting contends that the following
processes remain inadequately documented:

a, Notification procedures, including intervals,
b. Escalation procedures, including intervals,
c. Restoration procedures, including intervals,
d. Prioritization procedures, including intervals,

Documentation Management procedures, including intervals ,
Production Support procedures, including intervals,

25 Available at Qwest Wholesale Web site at the following URL:
http://www.qwesLcom/wholesale/downloads/2002/0201 l 1fProduclProcessJanDistPackage,pdf

26 Qwest quote in section l.lof formal resp<>nse (see page 3 of this document).

02119/2002
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g. Major release and point release procedures, and
h. Testing procedures, including test environments.

MA CMP Documentation Review

1. Version control does not reflect previous version la and 1b_27

In its November 15, 2001 response, Qwest indicated that the MA CMP document was to be
enhanced, and would focus on version control to maintain essential information. In its December
28, 2001 response, Qwest stated that the MA CMP versions (la and lb) had not been base-lined
or approved and, therefore, would require no updates to the Document History. KPMG
Consulting requests that Qwest provide a description of the steps taken to ensure document
management controls for non base-lined and unapproved versions of MA CMP, if such sub-
processes exist. This request notwithstanding, KPMG Consulting maintains that this example
represents a relatively insignificant problem related to documentation- As part of its retest,
KPMG Consulting will review Qwest's January 15, 2002 version of the MA CMP for version
control.

2. The document lacks a change log to document the changes made since version lb.

In its response, Qwest stated that the previous MA CMP versions ( la and lb) had not been base-
lined or approved. KPMG Consulting would expect that future MA documents clearly indicate
whether or not they have been approved as official baselines documents.

3. The Table of Contents reflects incorrect page number references. For example,
MA Change Request Life Cycle starts on page 5, not on page 6, as indicated.

In its response, Qwest stated that the document displayed correct page numbers with a particular
version of MS Word. KPMG Consulting reviewed the revised hard copy and electronic versions
of the document, and concludes that this issue is resolved.

4. The Table of Figures references figures that do not exist. For example, the
document does not include the diagram, Consolidated Change Request Flow
(Figure 1.1).

In its response, Qwest stated that figures were present in the document, and that in some versions
of MS Word, diagrams prepared with Visio do not display correctly, KPMG Consulting
confirms receipt of Figure 1.1 on December 31, 2001, and receipt of the MA CMP document on
January 15, 2002. KPMG Consulting has determined that flowcharts are referenced
appropriately, and can be read using Microsoft Word for Windows 2000 to view the displays.
This issue is resolved.

5. Definitions of certain codes and abbreviations, e.g., PCB, BAP, SCM, PMO, FOM,
and BPL, are missing28.

In its response, Qwest stated that the revised MA CMP document would include relevant
definitions for the above terms. KPMG Consulting will review the revised document for

27 Qwest quote: "The updated MA CMP will focus on the following procedures...version control to maintain
essential information." The subsequent version presented to KPMG Consulting following version lb was version
1.00,
pa Qwest quote: "The updated MA CMP will focus on the following procedures...definition of any codes and/or
abbreviations."

ItAnnaQ! Consulting
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descriptions of these and any new acronyms included in the document. (Qwest provided this
document to KPMG Consulting on January 15, 2002).

6. The document excludes essential change management process information,"
specifically:

(a) The document lacks entry and exit criteria for processes.

In its response, Qwest stated that entry/exit criteria are included in documented processes (e.g.,
System Test CR Verification Procedure), but not in any of the documented plans (Ag, MA
CMP). KPMG Consulting confirms the receipt of the System Test CR Verification Procedure
document on December 31, 2001. KPMG Consulting would expect to observe consistent
definitions and levels of detail, across different document types, to support critical wholesale
functions, such as how Qwest verifies and validates change requests for further processing and
consideration. KPMG Consulting will review the System Test CR Verwcation Procedure
document, along with the revised MA CMP document, for entry and exit criteria..

(b) The document does not describe what tools are used to effectively manage change
requests and trouble tickets .

In its response, Qwest stated that DDTS is the tool used to manage change requests. The DDTS
tool is documented in the ClearDDTS Users Guide. For Trouble Ticket management, Qwest
uses PCRM, which is documented in PCRM Description document (DR IDI47), KPMG
Consulting requests that Qwest provide updated documentation for both applications (DDTS and
PCRM) that document the processes, roles and responsibilities, and the manner in which the
applications support CLECs. KPMG Consulting requests documentation that defines how Qwest
processes (for Change Request Management and Trouble Ticket Management) support the
integration of the Wholesale CMP with the Wholesale System Help Desk (WSHD) and other
CLEC touch-points within the Qwest organization. Such documentation might include current
process descriptions, roles and responsibilities, and how, specifically, the application supports
Qwest in operating Change Management.

(c) The document lacks complete communications methods, and omits intervals for
notifications, escalations, prioritization, restoration, and documentation updates. For
example, no timeline for announcing CR prioritization or changes to a CR status is
provided.30

In its response, Qwest stated that the Wholesale CMP process, which is undergoing revision by
Qwest and CLECs, would specify the above processes and procedures. KPMG Consulting was
unable to validate these processes on the basis of proposed CMP language, yet to be approved by
CLECs and implemented within Qwest.

(d) The document lacks process flows. For example, no process flow for production
support or CR prioritization is p1esented.3I

29 Qwest quote: "Integrating these two documents into the MA CMP will result in the ability to reference a single,
comprehensive document and become the focal point for uniform standards for the DDTS usage in MA."
. 9 Qwest quote: "The updated MA CMP will focus on the following procedures complete definitions and
communication methods regarding the CR process."
3 | Qwest quote; "The updated MA CMP will focus on the following procedures..
description and flows will be provided."

.where needed, concise process
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In its response, Qwest stated that the EDI Developer's Handbook is an internal document,
referenced in the MA CMP, which does not involve direct CLEC input. This, according to
Qwest, occurs at the Wholesale CMP and MA CMP levels. Although KPMG Consulting
recognizes the purpose of the referenced handbook, it requests that Qwest demonstrate and
document the steps taken to ensure that Qwest-initiated, CLEC-impacting CRS are visible to
CLECs. Likewise, Qwest has not yet provided a full description of the framework that Qwest
uses internally to apply changes to the MA interface with CLEC input. For example, CLEC
input is required during CR prioritization and CR packaging for [MA releases. Qwest and
CLECs are currently collaborating to define the details of this interaction in the CMP Redesign
Workshops.

KPMG Consulting recommends that Exception 3102 remain open pending resolution of the
issues identified above, as well as those identified in Attachment A.

Attachment(s): A (confidential)

(e) The document does not address Testing Support and changes to test environments.
For example, testing roles and responsibilities, as well as trouble escalation
procedures for testing of new interfaces or new interface releases, are missing.

In its response, Qwest stated that the Wholesale CMP process, which is undergoing revision by
Qwest and CLECs, would specify the above processes and procedures. KPMG Consulting was
unable to validate these processes on the basis of proposed CMP language, yet to be approved by
CLECs and implemented within Qwest. This issue remains open until the above processes and
procedures can be fully tested.

Qwest Response to KPMG Comments to EXP 3102 (01/25/02):

Qwest reviewed KPMG Consulting's 01/16/02 response to Exception 3102. Qwest's response is
outlined below, with KPMG's statements in italics:

Refer to confidential Attachment A for KPMG Consulting comments related to the
documentation review .

EDI Developer's Handbook Document Review

KPMG Consulting requests that Qwest submit the revised EDI Developer Handbook document
for review. This issue is unresolved.

In its response, Qwest stated that it would complete a Wholesale CMP Methods and Procedures
document within one month after the completion of CMP Redesign, and that the redesign effort
is anticipated to be completed by January 31, 2002. KPMG Consulting understands that redesign
meetings are scheduled at least through April 2002, but will review the Wholesale CMP Methods
and Procedures document when it becomes available.

M n

7.

Consulting

The document does not address the last three issues identified in the "Confidential
Information" section of KPMG Consulting's initial observation report. Qwest
neither responded to these issues, nor incorporated document revisions to address
them.
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OSS Interface Change Management Process Review

gt as Qwest has stated, the current MA CMP document is the "main source of information, "
and reflects current change rnanagementflow, " KPMG Consulting contends that tnefollowing
processes remain inadequately documented:

a. Notification procedures, including intervals;
b. Escalation procedures, including intervals;
c. Restoration procedures, including intervals;
d. Prioritization procedures, including intervals;
e. Documentation Management procedures, including intervals;
f . Production Support procedures, including intervals;
g. Major release and point release procedures; and
h. Testing procedures, including test environments.

Qwest Response: As an initial matter, Qwest wishes to clarify a possible misunderstanding. In
the comments above, KPMG Consulting referenced the statement made in Qwest's 11/15/0 l
formal response, "The MA CMP document is the main source of information and reflects
current change management flow". This statement was made in response to questions about four
specific MA documents. In its 12/17/01 response, KPMG Consulting discussed interaction with
the CLEC community and CLEC touch points and questioned adequate documentation of the
eight processes above. In the context of change management as it relates to CLECs, it is the
external Wholesale CMP and not the internal MA CMP that defines Qwest's processes for
supporting CLECs.

Second, to address concerns identified in KPMG's "OSS Change Management Interface Process
Review", Qwest stresses that the external Wholesale CMP drives Qwest's internal system
processes. Thus, internal documentation that integrates Qwest's internal processes withexternal
CMP processes is dependent, to a large extent, on the external CMP documentation being in
place. As KPMG is aware, the external systems CMP Redesign will soon be complete. Since
KPMG Consulting would like Qwest to demonstrate a documented integration of external
(CLEC facing) and internal change management processes, Qwest will provide a document to
KPMG Consulting that defines the existing integration of external and internal processes by
February 7, 2002.

MA CMP Documentation Review

1. Version control does not reflect previous version la and lb.

In its November 15, 2001 response, Qwest indicated that the MA CMP document was to be
enhanced, and would focus on version control to maintain essential information. In its
December 28, 2001 response, Qwest stated that the MA CMP versions (Ia and lb) had not been
base-lined or approved and, therefore, would require no updates to the Document History.
KPMG Consulting requests that Qwest provide a description of the steps taken to ensure
document management controisfor non base-lined and unapproved versions ofIliA CMP, if
such sub-processes exist. This request notwithstanding, KPMG Consulting maintains that this
example represents a relatively insignyieant problem related to documentation. As pant omits

Consulting

02/19/2002
Page 16 of 23

Exception 3102 2nd Response 2-11.doc



EXCEPTION 3102 -- SECOND RESPONSE
Qwest OSS Evaluation

retest, KPMG Consulting will review Qwest's January 15, 2002 version of the MA CMPfor
version control.

Qwest Response: Working documents, prior to Vaselining, are version controlled in the MA
Document Repository, located on the local area network. Working documents contain a
document change log, which records the revision history. Once the document is baselines, the
revision history of the working document is deleted.

2. The document lacks a change log to document the changes made since version lb.

In its response, Qwest stated that the previous MA CMP versions (la and lb) had not been
base-lined or approved. KPMG Consulting would expect Ihatfuture MA documents clearly
indicate whether or not they have been approved as ojjicial baselines documents.

Qwest Response: Future [MA documents will indicate whether or not they have been baselines
and approved.

3. The Table of Contents reflects incorrect page number references. For example, MA
Change Request Life Cycle starts on page 5, not on page 6, as indicated.

In its response, Qwest stated that the document displayed correct page numbers with a
particular version ohMS Word. KPMG Consulting reviewed the revised hard copy and
electronic versions of the document, and concludes that this issue is resolved,

Qwest Response: No Qwest action required.

4. The Table of Figures references figures that do not exist. For example, the document
does not include the diagram, Consolidated Change Request Flow (Figure 1.1).

In its response, Qwest stated that figures were present in the document, and that in some
versions ohMS Word, diagrams prepared with Visio do not display correctly. KPMG Consulting
confirms receipt of Figare 1.1 on December 31, 2001, and receipt of the MA CMP document on
January 15, 2002. KPMG Consulting has determined tNatjlowc/tarts are referenced
appropriately, and can be read using Microsoft Word for Windows 2000 to view the displays.
Tris issue is resolved.

Qwest Response: No Qwest action required.

5. Definitions of certain codes and abbreviations, e.g., PCB, BAP, SCM, PMO, FOM, and
BPL, are missing.

In its response, Qwest stated that the revised MA CMP document would include relevant
dejinitionsfor the above terms. KPMG Consulting will review the revised doeumentfor
descriptions of these and any new acronyms included in the document. (Qwest pro vided this
document ro KPMG Consulting on January 15, 2002).

Qwest Response: No Qwest action required.

wasConsulting
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6. The document excludes essential change management process information, specifically:

(a) The document lacks entry and exit criteria for processes.

In its response, Qwest stated that entry/exit criteria are included in documented processes (e.g.,
System Test CR Verwcation Procedure), but not in any of the documented plans (e.g., MA
CMP). KPMG Consulting confirms the receipt of the System Test CR Verification Procedure
document on December 31, 2001. KPMG Consulting would expect to observe consistent
definitions and levels of detail, across deferent document types, to support critical wholesale
functions, such as Now Qwest verities and validates change requests forfurtNer processing and
consideration. KPMG Consulting will review the System Test CR VerQ'ication Procedure
document, along with the revised MA CMP document, for entry and exit criteria,

Qwest Response: No Qwest action required.

(b) The document does not describe what tools are used to effectively manage change
requests and trouble tickets.

In its response, Qwest stated that DDTS is the tool used to manage change requests. The DDTS
foal is documented in the ClearDDTS Users Guide. For Trouble Ticket management, Qwest
uses PCRM which is documented in PCRM Description document (DR IDI47). KPMG
Consulting requests that Qwest provide updated documentation for both applications (DDTS and
PCRM) that document the processes, roles and responsibilities, and the manner in which the
applications support CLECs. KPMG Consulting requests documentation that defines now Qwest
processes (for Change Request Management and Trouble Ticket Management) support the
integration of the Wholesale CMP with the Wholesale System Help Desk (WSHD) and other
CLEC touch-points within the Qwest organization. Such documentation might include current
process descriptions, roles and responsibilities, and how, specifically, the application supports
Qwest in operating Change Management.

Qwest Response: Qwest will provide a response to this issue by February 7, 2002.

(c) The document lacks complete communications methods, and omits intervals for
notifications, escalations, prioritization, restoration, and documentation updates. For
example, no timeline for announcing CR prioritization or changes to a CR status is
provided.

In its response, Qwest stated that :he Wholesale CMP process, which is undergoing revision by
Qwest and CLECs, would specify the above processes and procedures. KPMG Consulting was
unable to validate these processes on the basis of proposed CMP language, yet to be approved
by CLECs and implemented within Qwest.

Qwest Response: Qwest understands that KPMG will review the above processes and
procedures upon completion of the systems portion of the CMP Redesign. The systems portion
of the CMP Redesign effort is anticipated to be completed by January 24, 2002.

(d) The document lacks process flows. For example, no process How for production
support or CR prioritization is presented.

£;*vlI * .1wasConsulting
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Qwest Response: Qwest understands that KPMG will review the Wholesale CMP Methods and
Procedures document, to be completed by Qwest within one month after the completion of the
systems portion of the CMP Redesign. The systems portion of the CMP Redesign is anticipated
to be completed by January 24, 2002.

(e) The document does not address Testing Support and changes to test environments.
For example, testing roles and responsibilities, as well as trouble escalation
procedures for testing of new interfaces or new interface releases, are missing.

In its response, Qwest stated that the Wholesale CMP process, which is undergoing revision. by
Qwest and CLECs, would specify ire above processes and procedures. KPMG Consulting was
unable to validate these processes on the basis of proposed CMP language, yet to be approved
by CLECs and implemented within Qwest. This issue remains open until the above processes
and procedures can be fully rested.

In its response, Qwest stated that it would complete a Wholesale CMP Methods and Procedures
document within one month after the completion of CMP Redesign, and that the redesign extort is
anticipated to be completed by January 31, 2002. KPMG Consulting understands that redesign
meetings are scheduled at least through April 2002, but will review the Wholesale CMP Methods
and Procedures document when in becomes available.

Qwest Response: Qwest understands that KPMG will review the above processes and
procedures upon completion of the systems portion of the CMP Redesign. The systems portion
of the CMP Redesign effort is anticipated to be completed by January 24, 2002.

Refer to confidential AltachmentA for KPMG Consulting comments related ro the
documentation review.

Qwest Response: TQ date, Qwest has not received confidential Attachment A, referenced on
pages 12 and 16, and therefore is unable to further respond to these three issues .

EDI Developer's Handbook Document Review

In its response, Qwest stated that the EDI De eloper's Handbook is an internal document,
referenced in the MA CMP, which does not involve direct CLEC input. This, recording to
Qwest, occurs at the Wholesale CMP and MA CMP levels. Although KPMG Consulting
recognizes the purpose of the referenced handbook, Ir requests that Qwest demonstrate and
document the steps taken to ensure that Qwest-initiated, CLEC-impacting CRs are visible to
CLECs. Likewise, Qwest has not _vet provided a full description of the framework that Qwest
uses internally to apply changes to the MA interface with CLEC input. For example, CLEC
input is required during CR prioritization and CR packaging for MA releases. Qwest and
CLECs are currently collaborating to define the details of this interaction in the CMP Redesign
Workshops.

!!!'P!5

7. The document does not address the last three issues identified in the "Confidential
Information" section of KPMG Consulting's initial observation report. Qwest neither
responded to these issues, nor incorporated document revisions to address them,

Consulting
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KPMG Consulting requests :her Qwest submit the revised EDI Developer's Handbook document
for review. This issue is unresolved.

In the "Proprietary Information" section of KPMG's January 22, 2002 response to Observation
3052 (TI 676), KPMG requested that Qwest provide additional information on the PCRM
application. Qwest committed to provide this information in response to Observation 3052 (TI
676) by February 11, 2002. Qwest recommends that KPMG refer to the February ll, 2002
response to Observation 3052 (TI 676) to address the PCRM portion of item 6(b).

Atmchment(s):

Qwest Response: Section 6 of the MA CMP directs MA staff to the process for making CLEC-
impacting CRs visible to CLECs. Section 5 of the MA CMP provides the linkage to the EDI
Developer Handbook.

Attachment(s) °

KPMG Consulting's position, that the internal and external change management processes are
inter-related and should therefore be integrated with consistent and documented sub-processes,
has not changed. KPMG Consulting believes that the formal management of changes applied to

As structured in previous responses to this Exception, KPMG Consulting's response is composed
of two parts, a process review and a documentation review. KPMG Consulting sent Attachment
A for this portion of the review to Qwest on January 30, 2002. There is no confidential portion
included, with this February 6, 2002 review. This Exception was the subject of discussion at an
Observation and Exception focused call held on January 31, 2002.

KPMG Consulting Second Response to E3102 (02/11/02):

OSS Interface Change Management Process Review

ClearDDTS is a Rational Software product. The ClearDDTS Users Guide is Rational Software
proprietary and can not be distributed by Qwest. ClearDDTS is a software enhancement and
defect tracking tool used internally by Qwest to track the status of MA CRs. ClearDDTS is
used to support the efforts of Qwest personnel engaged in LMA development and production
support and is not meant to support Qwest's relationship with CLECs.

In the January 25, 2002 response to KPMG comments, Qwest's response to the "OSS Interface
Change Management Process Review", included a commitment to provide a document to KPMG
Consulting that defines the existing integration of external and internal processes by February 7,
2002. This document is being provided via the usual data request process (DR no. TI-777S1).

In the January 25, 2002 response to KPMG comments, Qwest committed to respond to item 6(b)
of the "MA CMP Documentation Review" by February 7, 2002. Qwest's response is as
follows:

Qwest Supplemental Response to KPMG Comments for EXP 3102 (02/08/02):

wasConsulting
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EXCEPTION 3102 - SECOND RESPONSE
Qwest OSS Evaluation

MA EDI and MA GUI involves the Wholesale Change Management Process, whether the
change originates internally from Qwest or externally from CLECs.

KPMG Consulting interprets Qwest's clarification about the MA CMP statement from a
previous response 2 to mean that this may have been a misstatement or that the original statement
may have been taken out of context. Regardless, Qwest has reiterated the point that it is the
external Wholesale CMP, and not the internal MA CMP, that defines Qwest's processes for
supporting CLECs. Qwest also stressed in its response that the external Wholesale CMP drives
Qwest's internal system processes, including the MA CMP. Thus, KPMG Consulting expects
that internal documentation such as the MA CMP or the new integration document include
details about the sub-processes listed in reference items (a) through (h). KPMG Consulting will
review the document that defines the integration of external and internal processes when it
becomes available.

MA CMP Documentation Review

1. Version control does not reflect previous version la and lb.
Qwest Response: Working documents, prior to Vaselining, are version controlled in the MA
Document Repository, located on the local area network. Working documents contain a
document change log, which records the revision history. Once the document is baselines, the
revision history of the working document is deleted.

KPMG Consulting reviewed Qwest's January 15, 2002 version of the MA CMP and confirms
that version control is present. This issue is resolved.

2. The document lacks a change log to document the changes made since version lb.
Qwest Response: Future MA documents will indicate whether or not they have been baselines
and approved.

KPMG Consulting reviewed Qwest's January 15, 2002 version of the MA CMP and found
Versioning and baseline and approval status to be present. This issue is resolved,

3. The Table of Contents reflects incorrect page number references. For example,
MA Change Request Life Cyele starts on page 5, not on page 6, as indicated.

This issue is resolved.

4. The Table of Figures references figures that do not exist. Fur example, the
document does not include the diagram, Consolidated Change Request Flow
(Figure 1.1).

This issue is resolved.

5. Definitions of certain codes and abbreviations, e.g., PCB, BAP, SCM, PMO, FOM,
and BPL, are missing.

KPMG Consulting reviewed Qwest's January 15, 2002 version of the MA CMP and found that
the document contains definitions of all referenced codes and abbreviations. This issue is
resolved.

32 "The MA CMP document is the main source of information and reflects current change management How"
Qwest I 1/15/01 Response, Section 1.1, page 4 (of this KPMG Consulting 02-06-02 document),

02/19/2002
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EXCEPTION 3102 - SECOND RESPONSE
Qwest OSS Evaluation

6. The document excludes essential change management process information,
specifically:
(a) The document lacks entry and exit criteria for processes .

Qwest Response: No Qwest action required.

KPMG Consulting reviewed the "System Test CR Verification Procedure" document, along with
the revised "MA CMP" document. The Qwest distinction between a process document and a
plan document is not apparent. The referenced process document, "System Test CR Verification
Procedure", identifies entry and exit conditions. The plan document, "MA CMP", provides
similar procedural detail and instructions as the "System Test CR Verification Procedure".
However, KPMG Consulting was unable to locate entry and exit criteria. This issue remains
unresolved.

(b) The document does not describe what tools are used to effectively manage change
requests and trouble tickets.

Qwest Response: Qwest will provide a response to this issue by February Z 2002.

KPMG Consulting will review the updated DDTS and PCRM documents upon receipt. This
issue remains unresolved.

(c) The document lacks complete communications methods, and omits intervals for
notifications, escalations, prioritization, restoration, and documentation updates. For
example, no timeline for announcing CR prioritization or changes to a CR status is
provided.

Qwest Response: Qwest understands that KPMG will review the above processes and
procedures upon completion. of the systems portion of the CMP Redesign. The systems portion of
the CMP Redesign effort is anticipated to be completed by January 24, 2002.

KPMG Consulting expects that this discussion will continue during the February CMP Redesign
Workshops. The systems portion of the CMP Redesign effort was not concluded on January 24,
2002. This issue remains unresolved.

(d) The document lacks process flows. For example, no process flow for production
support or CR prioritization is presented.

Qwest Response: Qwest understands that KPMG will review the Wholesale CMP Methods and
Procedures document, to be completed by Qwest within one month after the completion of the
systems portion of the CMP Redesign. The systems portion of the CMP Redesign is anticipated
to be completed by January 24, 2002.

KPMG Consulting will review revised Qwest documentation for process flows after it becomes
available. This issue remains unresolved,

(e) The document does not address Testing Support and changes to test environments.
For example, testing roles and responsibilities, as well as trouble escalation
procedures for testing of new interfaces or new interface releases, are missing.

Qwest Response: Qwest understands that KPMG will review the above processes and
procedures upon completion of the systems portion of the CMP Redesign. The systems portion of
the CMP Redesign effort is an riczpated to be completed by January 24, 2002.

KPMG Consulting will review revised Qwest documentation for Testing Support after it
becomes available. This issue remains unresolved.

iv.UnaConsulting
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Qwest Response: To date, Qwest has not received confidential Attachment A, referenced on
pages 12 and 16, and therefore is unable to further respond to these three issues.

Inadvertently, the confidential attachment was submitted to Qwest on January 30, 2002 instead
of with the first supplemental response to Exception 3102 on January 16, 2002. KPMG
Consulting apologizes for any inconvenience this may have caused.

EDI Developer's Handbook Document Review

The status of the three issues is as follows:

(a) MA CMP documentation issue

Issue is resolved.

(b) MA CMP process and consistency of detail issue.

This issue remains unresolved. KPMG Consulting issued Data Request CM32.

(c) MA CMP process and CLEC notification issue.

This issue remains ungesojved. KPMG Consulting issued Data Request CM33.

Qwest Response: Section 6 of the MA CMP directs MA staff to the process for making CLEC-
impacting CRS visible to CLECs. Section 5 of the MA CMP provides the linkage to the EDI
Developer Handbook.

KPMG Consulting requests that Qwest include CLEC touch-points in the EDI Developer's
Handbook and submit the revised document for review, This issue is unresolved.

KPMG Consulting and Qwest held a focus call on Thursday, January 31, 2002. The purpose of
the call was for Qwest to ask questions and for KPMG Consulting to clarify any major issues in
Exception 3102. Qwest stated that a new "integration document" will address issues (a) through
(h) listed in E3102 and provide the documented integration between the external Wholesale
CMP and the Qwest internal change management processes. Participants of the call also
clarified that depending on the progress of CMP Redesign, certain sections of the document may
be incomplete.

KPMG Consulting recommends that Exception 3102 remain open pending resolution of the
issues identified above.

KPMG Consulting will review the "integration document" when it becomes available for overall
adequacy and completeness of the processes (a) though (h) identified in this Exception..

wane'4

7. The document does not address the last three issues identified in the "Confidential
Information" section of KPMG Consulting's initial observation report. Qwest
neither responded to these issues, nor incorporated document revisions to address
them.

Consulting
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EXCEPTION 3110
Qwest OSS Evaluation

Initial Release Date: January 24, 2002

EXCEPTION REPORT

An exception has been identified as a result of test activities associated with the Change
Management Review, MTP Test 23 .

Exception :

Qwest did not adhere to its Change Management Process document management
standards and tracking of CLEC notifications through the Mailout Notification
System.

Background:

Qwest utilizes the Mailout Notification System to distribute information that pertains to
CLECs business operations. These notifications cover a wide range of topics including
documentation updates, new product offerings, training availability, OSS planned outages,
Qwest-CLEC meeting notices, Qwest's responses to CLEC-initiated change requests, and
notices specifically concerning the Qwest Change Management Process (CMP). These
distributions are critical to allow CLECs to make informed decisions about their business
operations, as well as to maintain the Qwest-CLEC business relationship. CLEC
representatives rely on accurate email headlines and timely notices to redistribute the emails
within their respective organizations

Issues :

Qwest did not adhere to its Change Management Process document management standards
and tracking of CLEC notifications through the Mailout Notification System. KPMG
Consulting reviewed a total of 115 CLEC notifications; that Qwest distributed through the
Mailout Notification System in December 2001, and identified the following six issues:

I KPMGConsulting observed Lhat, in response to CLECs` request during the CMP Redesign effort, Qwest implemented a

standard naming convention for all Change Management email notifications beginning in August 2001.

1 KPMG Consulting received a total of l 19 Qwest bailout notifications in December 2001. Four of them were repeated

distributions, and thus, were excluded from this analysis.

wane' .A
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System: CEMR User's GuideUPdate,RN, Effective
11/30/01

l 1/30/200] 12/3/2001

Systems: MA GUI Documentation UPdate, non-release
I'€l£1[€d, 12/03/01

I 1/30/2001 I2/3/2001

General: Meetings: RN: Cello Decommission Mlg on 12-12,
Effective 12-4-01, Final

12/4/2001 12/5/2001

System: OSS Scheduled Mac., Final 12/4/0] 12/4/200] 12/5/2001
Change Management: Meeting: RN: Update from 11-30 Mtg
on UNE-P Bulk Conversion, Effective 12-4-0I, Final

12/4/200] 12/5/2001

Minnesota Dept. of Commerce Interrogatory Docket
P42I/CI-0l- 1370

12/5/2001 12/6/2001

System; OSS Scheduled Maintenance, \2/10/01 12/10/2001 12/11/2001
System: OSS Sched. Mice. Weekend of 12/14, 12/12/01 12/11/2001 12/12/2001
System: MA GUI 8.1 CTAG Users Guide Update 12/I3/0] 12/10/2001 12/13/2001
Process; Ordering: RN: Updates to Local Service Ordering
Guidelines,

12/\4l?.00l 12/17/2001

Product: UNE: RN; Update to Unbundled Local Loop
PCAT, Effective Decembflfr 17, 2001, Final

12/14/200] 12/17/2001

Process; Provisioining: RN: Update to Customer Not Ready
Jeopardy Process, Effective December 14, 2001,Final

12/14/2001 12/17/2001

System: CEIVIR User's Guide Update, 12/14/0 l 12/14/2001 12/17/2001
SvsLem: Delayed Bill Post Notifications, 12/14/0 I 12/14/2001 12/17/2001
System:Digital Certificates & ECOn Doc, 12/14/01 12/14/2001 12/1712001
Local Service Freeze Protection: AZ, IA, MN, MT, NE, NM,
W Y

12/17/2001 12/18/2801

IDMT west DSL Change Charge 12/14/2001 12/18/2001
Qwest DSL Service Promotion 12/14/2001 12/18/2001
Customer Premises Wire and Maintenance Plans 12/14/2001 I2/18/2001

EXCEPTION 3110
Qwest OSS Evaluation

I .  D e l a y e d d i s t r i b u t i o n

KPMG Consulting identified 32 instances (28% of the total notifications reviewed) in which
Qwest's date of a notification was earlier than its actual distribution, thus representing a
delay. While the majority of these delays fell within one business day, KPMG Consulting
identified 13 instances in which the delay exceeded two business days. Appendix A
includes one notification that was dated December 10, 2001, but was distributed on
December 27, 2001 .

02/19/2002
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Residence VMS Service, Effective 1/2/01 12!142001 12/18/2001
Training: MA Release 9.0, RN, 12/18/01 12/14/2001 12/18/2001
Business Competitive Response .- IA 12/17/2001 12/19/2001
Process: Ordering: RN: Update to Service Interval Guide,

Effeeiive December 20, 2001, Final
12/19/200 I 12/20/2001

Switch Conversion-Woodland Park, CO 1-12-02 12/208001 12/21/2001
Local Directory Assistance - MN 12/14/2001 12/26/2001
Residence Caller ID and Security Screen Promo - IA, NM,

OR, MT
12/21/2001 12/27/2001

Meet the Due Dale Promotion, Effective 2/U02 I 2/26/2001 12/27/2001
Residence Caller ID and Security Screen Promotion -ND,
CO, WY

I2/21/2001 12/27/2001

As, co, IA,2002 Q1 Business Promotion Resale Notice
MT, NM, OR, SD, UT, WA, WY

12/26/2001 12/27/2091

Synchronous Service Transport, STS 1 Multiplexing 12/21/2001 ]2/27/2001
Business Caller ID Promotion, Effective 1/21/02 12/21/2001 12/27/2001
Residence Competitive Response Promotion - Utah 12/10/2001 12/27/2001
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System: Billing System Implementations, RN, Final, 12/3/01 1 v15/2001 12/3/200]

EXCEPTION 3110
Qwest OSS Evaluation

2. Erroneous topic

KPMG Consulting observed one instance in which the email headline contained an
inaccurate description of its contents. On December 3, 2001, at 5: 14 PM MT, Qwest
distributed an email with the headline, "Process: Ordering: RN: Update to Resale Database
Info, Effective December, 3, 2001, Final." The notification included with the email was
titled "Updated Information for Getting Started as a Wholesale Customer & the
Negotiations Process" (Document No. PROS .12.03.01 .F.00325.Getting_Sta1ted_&_
Negotiations).

3. Late notice of system changes

KPMG Consulting reviewed 10 notifications related to system changes, and identified four
instances in which Qwest notified CLECS. following implementation of the associated patch
or change.

'MHConsulting
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System: EMI Fields Fixed onDUF, RN, 12/6/01 11/29/2001 1216/2001

System: Billing System Implementation 12-7-01, Final I 1/'29/200] 12/7/2001
System: Delayed Bill Post Notifications, 12/14/01 1214/2001 12/14/2001
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System: OSS ScheduledMtc., Final 12/4/01 12/7/2001
8:00 PM

12/5/2001

2:27 PM

System: OSS Scheduled Maintenance, N, Final, 12/5/01 12/9/2001
12:00 PM

12/5/2001
5:46 PM

Minnesota Dept. of Commerce Interrogatory Docket
P421/CI-01-1370

I 2/9/200]

12:00 PM

12/6/200 l

12:59 PM
System: DLIS Availability, I2/7/0l 12/8/200]

5:00 AM

12/7/2001
5:41 PM

System: OSS Scheduled Maintenance, 12/1()/01 12/12/2001
10:00 PM

12/11/2001
5:17 PM

System: OSS Scheduled Maintenance 12-13, 12/11/01 12/13/200 I
10:00 PM

12/11/2001
5:30PM

System: OSS Sched. Mice. CEMR-MEDIACC 12/14-12/16 12/14/200l
10:00 PM

12/12/2001

6:16PM
System: OSS Sched. Mice. Weekend of 12/14, 12/12/01 12/13/200 I

8130 PM
12/12/2001
6:31 PM

EXCEPTION 3110
Qwest OSS Evaluation

I

4. Inadequate interval forplanned outage notices

K P M G C o n s u l t i n g  i d e n t i f i e d  e i g h t  n o t i f i c a t i o n s  t h a t  w e r e  s e n t t o C L E C s  a b o u t  p l a n n e d

s y s t e m  o u t a g e s .  A l l  w e r e  d i s t r i b u t e d  w i t h i n  f e w e r  t h a n  t h r e e  b u s i n e s s  d a y s  i n  a d v a n c e  o f

t h e  o u t a g e . 3  I n  o n e  i n s t a n c e ,  Q w e s t  n o t i f i e d  C L E C s  o n  D e c e m b e r 7 ,  2 0 0 1 , a t  5 : 4 1  P M ,

a b o u t  a  p l a n n e d  o u t a g e  s c h e d u l e d  t o  s t a r t  a t  5 : 0 0 A M  o n  D e c e m b e r  8 ,  2 0 0 1 .  ( A p p e n d i x  B ) .

5 .  I n a d e q u a t e  i n f o r m a t i o n

3KPMG Consulting notes that Qwest has not formally defined the notification interval for planned system outages. See

Action Item #209, p. 66 of :he CMP Redesign Draft Meeting Minutes Dec. I0-IJ.

4:41
02/19/2002
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EXCEPTION 3110
Qwest OSS Evaluation

On December 27, 2001, Qwest distributed a notification informing CLECs of rate
restructuring in Montana that was planned to take effect after the January 2002 billing date.
Qwest advised CLECs to contact Qwest Billing Representatives for specific details after the
changes were implemented, but did not specify an exact date for when the changes were to
take effect (Appendix C).

6. Lack of adequatetracking and venficadon

In response to KPMG Consulting's data request and subsequent clarification, Qwest
submitted copies of Mailout Notifications that it had distributed to CLECs, rather than an
actual database or other logging tool used to track CLEC notifications KPMG Consulting
infers from the data request responses that Qwest lacks a centralized database to track
information that is distributed to CLECs.

Based on the above analysis, it appears that Qwest does not distribute accurate information
on a timely basis, In addition, Qwest appears to lack the proper tools to track CLEC
notifications and ensure that the information therein is accurate. KPMG Consulting
considers the procedures, systems, and tools that Qwest uses to track information and
monitor its compliance with documented intervals for notification to be an essential element
of the Change Management process.

Impact

CLECs depend on accurate, dependable, and timely information to support their business
and fulfill obligations of their customers. If a Mailout Notification includes an erroneous
topic in its subject line, a CLEC may route the notification to the wrong department and
responsible individua1(s). If a Mailout Notification is distributed without an adequate
interval in advance of the planned change, a CLEC might not have the flexibility to
reschedule its workforce and to complete transactions in a timely manner. The issues
identified in this Exception may result in CLEC operational inefficiencies, thereby reducing
CLEC profitability and impacting the CLEC's ability to compete in the Local Exchange
Carrier market,

Attachments: Appendices A, B, and C.

4 KPMG Consulting data request CM27: Database of' Qwest notifications to CLECs. KPMG Consulting stated, in a

subsequent clarification, dated December 12, 2001, that KPM G Consulting requested "the actual database tool or logging

tool that Qwest uses to keep track of the notifications it has sent to CLECs."

02/19/2002
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December 27, 2001

To; KPMG Consulting

qwestosscm@kpmg.com

Appendix A

Announcement Date:

KPMG Consulting
KPMG Data

9

Target Audience:

This is to advise you of a retail promotional offer. Qwest apologizes for the delay in notification.

Product name: Residence Competitive Response Promotion

Subject:

Effective Date:

Notification Category:

Document Number:

Qwest?

CLEC, Resellers

December 10, 2001

December 10, 2001

Product Notification

PFlOD.12.10.01.F.A000236

Residence Competitive Response Promotion - Utah

Qwest OSS Evaluation
EXCEPTION 3110

02/19/2002
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Pam O'Conne11

The Residence Competitive Response Promotion will be offered during a promotional period from
December 10, 2001 through March 9, 2002, to residence customers who have terminated or
canceled all or part of their Company services and established service with another
telecommunications provider, and such residence customers are reestablishing service with the
Company,

cc: Sue Gwin

Qwest

If you have any questions or would like to discuss this notice please contact your Qwest
Sales Executive, Sue Gwyn on 3039653353. Qwest appreciates your business and we look
forward to our continued relationship.

Sincerely,

Tarifflcatalog/price list reference:

Please notify only those resellers with approved resale agreements according to the terms specified
in their resale agreement. Advise them that retail offers that are subject to Commission approval anti
may change. Reseller should monitor filings. since Qwest will not provide notification of changes.

Returning residence customers can receive a maximum of either a waiver of the current
nonrecurring charge(s), or UP to two months credit of the current monthly rate(s), or both, on
selected services as determined by the Company.

Slate(s): Utah

Effective date of retail offer: 12/10/01 through 3/9/02

Description:

No tariff

Qwest OSS Evaluation

EXCEPTION 3110

02/19/2002

Page7 of l 1



EXCEPTION 3110
Qwest OSS Evaluation

Appendix B

Qwegtj*

December 7, 2001

KPMG Consulting
KPMG Data

9

qwestosscm@kpmg.com

To: KPMG Consulting

Announcement Date: December 7, 2001

Effective Date: December 7, 2001

Document Number: SYST.12.07.01 .F.024aa.DLls_Availabili:y

Notification Category: General Notification

Target Audience: CLECs, Resellers

Subject: Directory Listing Inquiry System Availability

This Communicator is to advise you that, as a result of scheduled maintenance of the Listing Service
System (LSS), the Directory Listing Inquiry System (DLIS) wilt not be available on December 8, 2001
from 5:00 AM to 8:00 PM Mountain time. The functionality is expected to be restored by 5:00 AM,
Mountain time, December 10, 2001 .

:Zz "Mi Consulting
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EXCEPTION 3110
Qwest OSS Evaluation

Questions regarding this Communicator can be directed to Melissa Garcia at 303-965-B019.

If you have any questions or would like to discuss this notice please contact your Qwest
Service Manager, Pam O'Connell on 303-965-9303. Qwest appreciates your business and
we look forward to our continued relationship.

Sincerely,

Qwest

cc: Sue Gwyn

Pam O'Conne]1

*... '..4/4'Q ...l Consulting

02/19/2002
Page 9 of 11



EXCEPTION 3110
Qwest OSS Evaluation
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Appendix C

Qwest *E

*» ~*q

December 27, 2001

KPMG Consulting
KPMG Data

5

qwestosscm @kpmg.com

To: KPMG Consulting

Announcement Date: December 27, 2001

Effective Date: December 28, 2001

Document Number: GENL.12.21.01 .F.001516.Montana_Rate_Hestructu re

Notification Category: General Notification

Target Audience: CLEC, Reseller

Subject: Rate Restructuring for the State of Montana

in accordance with your Interconnection Agreement with Qwest Corporation (formerly doing
business as U S WEST Communications, inc), rates have been restructured pursuant to the
Stipulation Agreement approved on October 12, 2001 , by the Montana Public Service Commission
in Docket Number D2000.6.89 by Order Number 6260b.

02/19/2002
Page 10 of 11
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Note: While these updates reflect current practice, it is important to note that there are
additional changes that will be forthcoming as a result of ongoing regulatory activities e.g.,
collaborative workshops, and state commission orders. As these changes are defined and
implementation dates are determined, notice of additional updates will be provided
accordingly.

The Qwest Wholesale Web Site provides a comprehensive catalog of detailed information
on Qwest products and services including specific descriptions on doing business with
Qwest. All information provided on the site describes current activities and process.

Prior to any modifications to existing activities or processes described on the web site,
wholesale customers will receive writtennotification announcing the upcoming change.

Once the rates have been implemented and the adjustments have been applied, please contact your
Qwest Billing Representative for specific details or if you have any questions.

These rates will be reflected on or after your January bill date. Activity is in progress to apply billing
adjustments based upon true~up requirements ordered by the Montana Public Semite Commission
as well as true-up requirements defined in your Interconnection Agreement.

If you have any questions or would like to discuss this notice please contact your Qwest
Service Manager, Pam O'Connell on 303-965-9303. Qwest appreciates your business and
we look forward to our continued relationship.

cc: Sue Gwin

Pam O'Connell

Qwest

Sincerely,

If you would like a copy of your rate sheet, please contact your Service Manager.

Qwest OSS Evaluation
EXCEPTION 3110

02/19/2002
Page 11 of ll



ROC Observation 8: Exception Formal Response

Test Vendor ID: EXP 3III

Qwest Internal Tracking ID : TI 828

Observation/Exception Title: Change Management Process

Test Type/Domain1 Test 23 - Change Management

Date Qwest Received: 01/30/2002

Initial Response Date : 02/12/2002

Test Incident Summary .

Exception 31 l 1 was initially released as Observation 3067 onDecember 12, 2001. KPMG Consulting
recommended on January 30, 2002 that Observation 3067 be closed and moved to Exception 311 I .

EXCEPTION REPORT

An Exception has been identified as a result of the test activities associated with the Change Management
Test. MTP Test 23.

Exception:

Qwest Systems Change Management Process (CMP) lacks guidelines for prioritizing and implementing
CLEC-initiated systems Change Requests (CRs), criteria are not defined for developing the scope of an
OSS Interface Release Package.

Background'

The Qwest Systems Change Management Process (CMP) is the method used by both Qwest and CLECs to
implement changes to Qwest wholesale OSS interfaces. This process includes initiation,
clarification/evaluation, presentation, prioritization, implementation, and completion of all systems change
requests (CRs). CLECs participate in the CR Prioritization Process to vote on both Qwest- and CLEC-
initiated CRs. The outcome of this CR Prioritization Process determines if CRs deemed critical to CLEC
business operations, according to CLEC voting results, will be included in an upcoming OSS release.

Issue:

Qwest Systems CMP lacks documented guidelines for prioritizing and implementing CLEM-iritiated
systems CRs. KPMG Consulting reviewed existing Qwest documentation, including the Co-Provider
Industry Change Management Process (CICMP) Document and the CICMP - CR Prioritization Process
Documents, and noted the following:

Qwest documents lacked information on the roles and responsibilities of Qwest staff involved in
the analysis of CLEC-initiated systems CRs,

1 In the context of CMP Redesign, Qwest and CLECs have not yet agreed on whether or not regulatory and
industry guideline CRs are subject to the CR Prioritization Process.

The CICMP Document and CICMP -._ CR Priorit izat ion Process Document, located at
www.qwestconVwholesaie/cmpiwhatiscmphtml. represent the most recent Qwest documents relevant to
the CR Prioritization Process prior to the initiation of CMP Redesign.

Exception 3] 1 1 Formal Response_02_I2_02.doc2/I9/2002 - 11:59 AM
Qwest Communications, Inc.
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ROC Observation & Exception Formal Response

Qwest documents lacked information on how Qwest allocated available resources (capacity) for
all systems CRS to be included in an OSS release,
Detailed business analyses and system analyses from the Qwest software development team were
not performed for all CLEC-initiated CRS,
Qwest documents lacked definitions and criteria for the Level of Effort (formerly known as "T-
shirt size") assignment for individual CRs; and
Qwest documents lacked information on how Qwest identified CR package options for a software
release that it recommended to CLECs, following the CR Prioritization Process.

•

Impact:

In the absence of guidelines for the system CR Prioritization Process, there is no assurance that all CRs
receive a thorough assessment from the Qwest software development team. In addition, it is unclear how
Qwest allocates resources for the wholesale OSS to accommodate CLEC business needs, and how Qwest
estimates the resources required to complete individual CLEC-initiated CRS. Failure on the part of Qwest
to attend to CRs that CLECs deem critical to CLEC business operations in a timely manner may result in
lengthy delays in implementing these changes. In fact, the limited capacity that Qwest allows for each
release may categorically prevent the implementation of some CRS.

Qwest Formal Response to 03067 (I2/20/01):

Qwest responses to the 5 KPMG stated issues.

I, "Qwest documents lacked information on the roles and responsibilities of Qwest Sta# involved in
the analysis of CLEC-initiated systems CRS. "

Once approved by the Re-design Team, the Master Redline CLEC-Qwest CMP Re-Design Framework
Interim Draft - Revised 12-10-01, located at http://www.qwestconWwholesale/cmp/redesignhtml, will
further illuminate the process, roles and responsibilities of Qwest personnel during the preliminary
evaluation and subsequent prioritization of CLEC~initiated systems CRs.

"Qwest documents lacked information on how Qwest allocated available resources (capacity)for
all systems CRs to be included in an OSS release. "

Qwest and the CLECs are currently negotiating the extent to which Qwest will disclose this business
information to the CLECs. This issue will be resolved and included in the Qwest Proposed Prioritizalion
Language when it is accepted by the Re-design Team.

"Detailed business analyses and system analyses from the Qwest Sc)ftware deveioprnenz team were
hW pezformedfor all CLEC-initiated CRs. "

Detailed business and systems requirement development occurs after the CLECs and Qwest prioritize the
list of CLEC initiated CRs pursuant to the Co-Provider Industry Change Management Process document,
Section IV. Additionally, the Qwest Proposed Prioritization Language, collaboratively written by Qwest
and the CLECs, but not yet adopted by the Re-design Team, details the following:

There is insufficient space to include all CLEC initiated CRs in die upcoming release. The
prioritization process channels the business and system requirements development effort.
The business and system requirement development effort begins with CRs at the top of the
prioritization list and continues down the list until all available development resources are
exhausted.
Business and systems requirements are developed for more CRs than can ultimately be included in
the release.

Exception 31l l Formal Response_02_12_02.doc2/19/2002 - 11:59 AM
Qwest Communications, Inc.
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"Qwest documents lacked dejirzizians and erireria for the Level ofE]jlor1 (formerly known as "T-

shirt size") assignment for individual CRY. "

The Co-Provider Industry Change Management Process document does not have specific definitions for
Level of EfforL However, in the Master Red-Lined CLEC-Qwest CMP Re-Design Framework Interim
Draft - Revised I1-29~01 the following language has been agreed to in the CLEC-Qwest OSS Interface
Change Request Initiation Process section;

"Identification of the preliminary level of effort (S, M, L, XL) required ac implement the CR.

Small - requires changes to only one subsystem of a single system
Medium - requires changes to 2 or more subsystems of a single system
Large - requires changes to 2 or more systems or complex changes in multiple subsystems of a
single system
Extra Large - requires extensive redesign of at least one system."

Additionally, Qwest and the CLECs are currently negotiating a refined preliminary Level of Effort criteria
based on a rough estimate of the number of people-hours necessary to complete a CR.

Qwest documents lacked information on how Qwest dent#ied CR package options "for a software
release :her in recommended to CLECs, following the CR Prioritization Process. "

The CLEC-Qwest OSS Interface Change Request Initiation Process section of the Master Red-Lined
CLEC-Qwest CMP Re-Design Framework Interim Draft - Revised 12- IO-01 provides the following
language which has been agreed to by the CLECs and Qwest:

"At the monthly CMP meeting following the completion of the business and system requirements,
Qwest will conduct a packaging discussion, which may include packaging options hosed on any
affinities between candidates on the release candidate list. The newly packaged list of CRs will be
used as the release candidate list during the design phase of a release. At the monthly CMP meeting
following the completion of design, Qwest will commit to a final list of CRs for inclusion in the
release."

KPMG Consulting's First Response to 03067 (01/04/2002):

KPMG Consulting reviewed Qwest's responses, and identified the following issues:

1. KPMG Consulting reviewed the Master Redline CLEC-Qwest CMP Re-Design Framework
document but is unable to identify information therein that describes the roles and responsibilities
of Qwest staff who conduct business and system analyses of CLEC-initiated systems CRs.

KPMG Consulting is aware of the ongoing CMP Redesign effort, and requests that Qwest provide
related documentation for review, once it is finalized.

3. KPMG Consulting is aware of the possibility that not all CLEC-initiated, CLEC-prioritized CRs
may be included in a given, upcoming release. It is thus critical that Qwest's software
development team conducts a thorough assessment of all CRs, and provides CLECs with adequate
information (see the following paragraph) so that CLECs are able to make informed decisions
about all CRs during the prioritization process.

Based on the definitions of the preliminary levels of effoii (S, M, L, and XL), KPMG Consulting
could not quantify the amount of work performed by the Qwest software development team, or the
total amount of work required for each software release. It is unclear how the above specifications

Exception 311 I Formal Response_02__ 12__02.doc2/19/2002
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would inform CLECs of the overall capacity of a given, upcoming release, and enable CLECs to
make informed decisions on the bases of interdependences, as well as tradeoffs, among numerous
CRS, during the pri0Tiiiz&iiol1 process.

KPMG Consulting reviewed the cited text and is unable to identify the criteria that Qwest software
developers utilize to identify affinities between candidates.

Qwest Response to KPMG Comments to 03067 (01/'14/02):

The following response addresses the five issues identified by KPMG in their response dated January 4'11,
2002. KPMG's issues have been replicated below in Italics for ease of reading.

KPMG Consulting reviewed the Master Redline CLEM~Qves£ CMP Re-Design Framework document
but is unable to identify information therein that describes the roles and responsibilities of Qwest Sta#
who conduct business and system analysis of CLEC-initiated systems CRs.

There has been no definitive discussion in CMP Redesign sessions to include a detailed description of
the roles and responsibilities of Qwest staff who do not interface directly with CLECs on CMP
functions, including those who conduct detailed business and system analyses of CLEM-iritiated
systems CRS. However, once approved by the Re-design Team, the Master Redline CLEC-Qwest
CMP Re-Design Framework Interim Draft will further describe the process, roles and responsibilities
of Qwest personnel who participate in the preliminary evaluation and subsequent prioritization of
CLEC-initiated systems CRs.

As slated in Qwest's initial response, this text is not included in theMaster Redline document because
it has yet to be reviewed and approved by the CMP Redesign team. A draft of the text is contained in
the document Qwest Proposed Managing the CMP Language - Revised 1]-20-01 which is located in
the Redesign Documentation section of the Qwest CMP Redesign Web site.
(http://www,qwesLcom/wholesale/downloadsf2001/Ol I I21/PrpMana2ingCMPLang.doc).

KPMG Consulting is aware of the ongoing CMP Redesign extort, and requests that Qwest provide
related documenlarion for review, once it is jinalized.

Qwest will continue to publish completed and accepted Redesign documentation in the form of the
most recent update of the Master Redline CLEM-Qvest CMP Re» Design Framework Interim Draft.
This document is available on the Qwest CMP Redesign Web site,
http://www.qwest.coni/wholesale/cmp/redesign.htmI. Additionally, Qwest distributes an email
message containing all Redesign documentation, agreed-to and proposed, before and after each
Redesign session. KPMG representatives are included in these distributions. The next meeting of the
CMP Redesign team is scheduled for January 22""' through 2411', 2002. The findings should be
documented by January 28'h, 2001. If that timetable is met, KPMG will receive the revised
documentation no later than January 29"', 2002.

3. KPMG Consulting is aware of the possibility mat not all CLEC-initiated, CLEC-prioritized CRs may
be included in a given, upcoming release. It is thus critical that Qwest 's software development team
conducts a thorough assessment of all CRs, and provides CLECswith adequate information (see the
following paragraph) so tnaz CLEfs are able to make informed decisions about all CRs during the
prioritization process.

As discussed, agreed-to, and documented in Section 3.0 of the Master Redline, an initial "rough
estimate" of the level of effort (LOE) for each CR is determined as an aid in CLEC prioritization. Due

2.

1.
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to resource constraints, Qwest is unable to commit to conduct a detailed assessment of the level of
effort (LOE) for every release candidate.

4. Based on the definitions of the preliminary levels 0f ej'ort (S, M, L, and XL), KPMG Consulting could
not quantify the amount of work performed by the Qwest sojiwore development team, or the total
amount of work required for each software release. Ir is unclear how the above specifications would
inform CLECs of t/ie overall capacity of given, upcoming release, and enable CLECs to make
informed decisions on the bases of interdependeneies, as well as rradeojs, among numerous CRS,
during the prioritization process.

After discussion during several recent Redesign meetings Qwest and the CLECs agreed to no longer
utilize "T-shirt" sizing to categorize the level of effort for a release candidate. At Redesign meetings
Qwest has agreed to provide CLEC's with actual level of effort range estimates in order for CLEC's to
prioritize which CRs can be included in a major release, Qwest is currently developing these range
estimates, and will present them to the CLECs at the January 2002 Redesign session. These estimated
ranges are not intended to give the CLECs a view of the overall capacity of the release.

Qwest and the CLECs have agreed to a process documented in Section 3.0 of the Master Redline that
will provide the CLECs with meaningful information with which to make informed decisions
regarding the prioritization of CRs. That process is currently written as follows but will be updated to
remove the T-shin sizing when the ranges have been agreed upon.

"Qwest will review the CRs received prior to The cut off date and evaluate whether Qwest can
implement them. Qwest's responses will be one of the following;

"Accepted" (Qwest will implement the CLEC request) with position stated. If the CR is
accepted, Qwest will provide the following in its response:

Determination and presentation of options of how the CR can be implemented
Identification of the preliminary level of effort (S, M, L, and XL) required to implement
the CR. (WCOM COMMENT: WCOM WOULD LIKE IT NOTED THAT A
REQUEST WAS MADE AS T() WHAT IS MEANT BY PRELIMINARY LEVEL
OF EFFORT AND IS TO BE DEFINED BY QWEST.)
Srnaii - requires changes to only one subsystem of a single system
Medium .- requires changes to 2 or more subsystems of a single system
Large - requires changes to 2 or more systems or complex changes in multiple
subsystems of a single system
Extra Large - requires extensive redesign of at least one system,

•

•

If CLECs do not accept QwesI's response, they may elect to escalate or dispute the CR in
accordance with the agreed upon CMP escalation or dispute resolution procedures. If the
originating CLEC does not agree with the determination to escalate or pursue the dispute
resolution, it may withdraw its participation from the CR and any other CLEC may become
responsible for pursuing the CR upon providing written notice to the Qwest CMP Manager. If the
CLECs do not accept Qwest's response and do not intend to escalate or dispute at the present time,
they may request Qwest to status the CR as deferred. The CR will he status deferred and CLECs
may activate or close the CR at a later date,

At the monthly CMP meeting, the CR originator will provide an overview of its respective CR(s)
and Qwest will present either a status or its response.

Qwest or CLEC originated CRs for changes to an existing OSS interface will then be prioritized
by the CLECs and Qwest, resulting in the initial release candidate list. CLEC or Qwest originated
CRs for introduction of a new interface or retirement of an existing interface are not subject to

Exception 31 ll Formal Response_02_12_02.doc2/19/2002
Qwest Communications, Inc.

11:59 AM
Page 5 of 10



I ROC Observation & Exception Formal Response

prioritization and will follow the introduction or retirement processes outlined in Sections x and x
of the Master Redline, respectively .

Based on the initial release candidate list, Qwest will begin its development cycle, which includes
the following milestones:

Business and systems requirements: Qwest engineers define the business and functional
specifications during this phase. The specifications are completed on a per candidate basis in
priority order.
(AT&T Comment) Packaging: Qwest and CLECs will discuss grouping candiklates with
affinities may be addressed more efficiently if taken together-.[AT&T comment: this may
not be exactly the right description. We just wanted to add this to this list of steps]
Design: Qwest engineers define the architectural and code changes required to complete the
work associated with each candidate. The design work is completed on a per candidate basis
in priority order.
Code & Test: Qwest engineers will perform the coding and testing required to complete the
work associated with each candidate. The code and test work is completed on a per candidate
basis in priority order.

Using the initial release candidate list, Qwest will begin business and system requirements.
During the business and systems requirement efforts, CRs may be modified or new CRS may be
generated (by CLECs or Qwest), with a request that the new or modified CRs be considered for
addition to the release candidate list (late added CRs). (WCOMCGMMENTS: CHANGE
"INITIAL RELEASE CANDIDATE LIST TO "RELEASE CANDIDATE LIST.) If the CMP
body grants the request to consider the late added CRs for addition to the release candidate list,
Qwest will size the CR's requirements work effort. If the requirements work effort, for the late
added CRs, can be completed by the end of system requirements, the initial release candidate list
and the new CRs will be prioritized by CLECs in accordance with the agreed upon Prioritization
Process (see Section xx of the Master Redline). If the requirements work effort, for the late added
CRs, cannot be completed by the end of system requirements, the CR will not be eligible for the
release and will be returned to the pool of CRs that are available for prioritization in the next OSS
interface release.

Ar the monthly CMP meeting following the completion of the business and system requirements,
Qwest will conduct a packaging discussion, which may include packaging options basedon any
affinities between candidates on the release candidate list. The newly packaged list ofCRs will be
used as the release candidate list during the design phase of a release. At the monthly CMP
meeting following the completion of design, Qwest will commit to a final list of CRs for inclusion
in the release."

This process, agreed-to by Qwest and the CLECs, provides a Level of Effort to the CLECs to use during
Prioritization and outlines to process for Qwest to present various packaging options to the CLECs.

KPMG Consulting reviewed the cited Rex! and is unable to idenry the criteria that Qwest software
developers utilize to identgfjf affinities between candidates.

The assessment and identification of candidate affinities is not a structured process. Qwest relies on
the knowledge and experience of its system architects and analysts to identify opportunities for
efficiency in all areas of system development including those related to candidate affinity. A few of
the factors considered in assessing affinities include modifications to common modules or data
components, changes to common transactions, and use of cotnmon resources.

Exception 311] Formal Response_02_I2_02.doc2/]9/2002
Qwest Communications, Inc.
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KPMG Consulting's Ininkzl Release of Exeeption 3111 (01/30/2002):

KPMG Consulting responses for each issue raised in Observation 3067 are detailed below. For ease of
reference, KPMG Consulting has assigned numbers for each issue.

I) Qwest internal and external doeumenfs lack the roles and responsibilities of Qwest software
development sfaffwho are involved in the analysis of CLEC-initiated systems CRs;

In its response to Observation 3067, Qwest affirmed that text regarding the roles and responsibilities of
staff who conduct business and system analyses of CLEC-initiated systems CRs is not included inMaster
Redline CLEC-Qwest CMP Redesign Framework Interim Draft, since it has not yet been reviewed and
approved by the CMP Redesign team. Qwest indicated that draft language was contained in another
document, Qwest Proposed Managing the CMP Language _ Revised 11-20-01 . KPMG Consulting
reviewed this document, and was unable to identify information therein that describes the responsibilities of
Qwest staff who perform the preliminary evaluation, analyses, or subsequent packaging of CLEC-initiated
CRs. Because the draft language has not yet been finalized or agreed upon as part of CMP Redesign, and is
not included in any formal Qwest document, KPMG Consulting considers these roles and responsibilities to
be undefined. As previously mentioned in its January 4, 2002 response to Observation 3067, KPMG
Consulting continues to monitor the CMP Redesign process relative to the assignment of staff and
managers,

KPMG Consulting deems the existence cf defined roles and responsibilities for groups such as the IT staff,
internal boards, external vendors, and Wholesale Change Management representatives to be indicative of
whether or not a fully functional process is in place. KPMG Consulting recognizes that, prior to the CMP
Redesign, Qwest operated a former process, referred to as the Co-Provider Industry Change Management
Process (CICMP), and that, therein, established procedures for considering the CLEC-assigned priority of a
change request in relation to such factors as available resources and Qwest-initiated priorities may have
existed. KPMG Consulting would expect Qwest to be able to provide some information independent of
CMP Redesign status that explains the functions of personnel who are responsible for evaluating CLEC-
initiated CRs, as well as any guidelines used to carry out work assignments. This issue isunresolved.

2) Qwest does nor provide CLECs with information on the manner in which Qwest allocates available
resources (capacitylfor systems CRs to be included in an OSS release,

Qwest's January 14, 2002 response stated that resolution of how Qwest allocates its available resources for
systems CRS to be included in releases is still pending Qwest-CLEC negotiation of CMP Redesign, Under
the terms of the CMP Redesign process, Qwest will continue lo publish the completed and accepted
Redesign documentation at the Qwest Redesign Web site. Qwest and CLECs held a series of meetings on
January 22 through 24, 2002.

KPMG Consulting reviewed all information pertaining to resource allocation issues that was discussed at
the most recent collaborative sessions. KPMG Consulting's understanding is that the documentation from
those sessions remains incomplete and in draft state, and that Qwest plans to provide the revised
documentation by January 29, 2002. KPMG Consulting is prepared to consider and review all final
documentation that accurately describes the formalized, implemented process (i.e., documentation that
reflects the most current representation of Change Management for this subtopic/area),

The lack of capacity resource information for conducting a fundamental task, i.e,, implementation of
changes requested by wholesale customers, is reflective of the larger issue, confirmed by Qwest, that no
criteria defined for Qwest's developing the scope of an OSS Interface Release Package exist. Thus, when
CLECs assign a priority for CRs, and collectively decide which they consider important, there is very little

Exception 3111 Formal Response_02_l2_(]2.doc2/19/2002
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information available about how Qwest factors the results of CLEC prioritization into its program
development and project planning activities. This issue remainsunresolved,

3) Qwest software development seams do nor perform detailed business and system analyses on CLEC-
initiated CRs;

In response to this issue, Qwest reiterated that it cannot include all CLEM-iritiated CRs in a given,
upcoming release, and that a detailed assessment of all CLEC-initiated CRS is infeasible due to resource
constraints. Qwest also stated that it begins al the top of the prioritization list and continues down until all
development resources are exhausted. Systems requirements are developed for more CRs than can
ultimately be included in the release. Yet, it is unclear as to if, or how, Qwest considers relative costs and
benefits, whether or not there is any pairing or interaction between system CRs. tiled for the same release
(i.e., affinities), and if any of the same CMP development resources are dedicated to correct defects and
conduct maintenance of Qwest production systems. In a discussion about meeting topics, one CLEC noted
that, during the January 2002 prioritization exercise, some lower priority items were "packaged" (i.e.,
scheduled for inclusion in a release), whereas some higher priority requests were excluded or delayed

KPMG Consulting considers the fact that Qwest software development teams do not perform structured
business and systems analysis of CLEC-initiated CRs as another indicator that no defined criteria are used
to determine the overall scope of release capacity, and no systematic, consistent, and repeatable process is
used to implement both CLEC and Qwest-initiated change requests. This issue, which remains unresolved,
is related to the level of effort (LOE) estimate, which Qwest stated was already agreed» to as an aidIo
CLEC prioritization .

4) Qwest documents Zack definitions and criteria for establishing the Level of E)§'ort (LOE,formerly
known as "T-shirt size ") assignnzenrfor individual CRs; and

In response to this issue, Qwest indicated that it plans to revise the LOB parameters to provide CLECs with
an actual level al' effort range. It also stated that these ranges would not be intended to provide CLECs
with a view of the overall capacity of the release. Qwest outlined Me agreed-upon packaging process that
is included in the Master Redline document. Although the Redesign efforts have resulted in progress for
this area, and some language has been completed, incorporation of LOE ranges remains unresolved until
CLECs and Qwest can agree upon the appropriate level of detail for CR sizing definitions, Participants in
the CMP Redesign meetings held January 22 through 24, 2002, did not discuss or resolve pending Action
Items, including #146 Criteria used to determine LOEfor a release. In its previous response, Qwest stated
that it is unable to commit to conducting a detailed assessment of the LOE for every release candidate.
KPMG Consulting requests that Qwest provide information about which release candidates will receive
detailed business and system analyses, and how this decision will be made. This issue isunresolved.

5) Qwest documents lack information on the manner in which Qwest idenryies CR package oprionsfor a
discrete sojiware release :her it recommends ro CLECs, following the CR Prioritization Process.

In response to this issue, Qwest stated that, "the assessment and identification of candidate affinities is not
a strucruredprocesf [italics added]. This served as a further indication that criteria, such as those that
Qwest would use to identify package options, do not exist, are not formally defined, and are not
documented, either internally or within the context of CMP Redesign, This issue is unresolved.

3 See CMP Redesign email sent by Qwest to Eschelon Telecom, Inc. on January 22, 2002, Subject:
Redesign issues discussed in January CMP meetings, Item Number 4.
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Observation 3067 has been escalated to Exception 311 I for three reasons:

s KPMG Consulting considers the five sub-issues above unresolved, some issues appear to be Ar
impasse.
Qwest stated that elements described in the original Observation will not be finalized (and thus cannot
be implemented) until CMP Redesign is complete.
Based on Qwest's latest response and the current slate ofCMP Redesign implementation, at least one
KPMG Consulting evaluation criterion for Test 23 would be assigned a "Not Satisfied" result.

To summarize, criteria for use by Qwest's software development teams to develop the priorities, capacity,
and capabilities of a software release are neither documented nor fully defined. The lack of established and
documented development criteria, and a clear process for Qwest resource allocation for wholesaleOSS,
may result in the Qwest software development teams' overlooking and/or ignoring CRs deemed important
to CLECs, as determined by the results of the prioritization process. Failure on the part of Qwest to attend
to CRs that CLECs deem critical to their business operations in a timely manner may result in lengthy
delays in implementing these changes. This may prevent CLECs from receiving important order andpre-
order functionality, thus inhibiting their ability to compete in the local exchange carrier market.

Qwest FormalResponse to Exception 3111 (02/12/2002):

Listed below are Qwestls responses to each of the "sub-issues" identified in KPMG's previous response.
The numbers correspond to those used by KPMG.

Qwest will provide, via the data request process, documentation of the internal methods and
procedures thatdefine the roles and responsibilities for Qwest personnel involved in prioritization of
CLEC initiated system change requests. The documentation will be made available by February 22\'ld
2002.

9

The Master Redline document, Section 9.2 states: "At the last Systems CMP meeting before
Prioritization, Qwest will faeiiitate :he presentation fall CRs eiigiblefor Prioritization. Ar this
meeting Qwest will provide a high level estimate of the Level of Ej'ort of each CR and the estimated
total capacity of the release. This estimate will be a rough estimate of the number of person hours
required to incorporate the CR into the release. "

Qwest has subsequently added similar language in the CR Initiation section to state that LOEs
will be provided: 1) Prior lo prioritization 2) At packaging and 3) At commitment. The
submitted text will be reviewed with the CLECs during the next CMP Redesign session
scheduled for February la"', 2002. Qwest will provide an update regarding the progress of
this issue in a supplemental response to this exception by February 22, 2002. MA 11.0 and
SATE 11.0 will be the first releases for which Qwest will provide release capacity estimates
for use in the CR prioritization process.

As stated above in the response ro sub-issue 2, Qwest agreed to provide the capacity constraints of
major releases for use in prioritization of CRs. Qwest also provides a high level estimate of the LOE
for all CR candidates for use CR prioritization. After prioritization, Qwest conducts a detailed
evaluation of each CR candidate beginning with the highest priority CR and ending when the capacity
of the release is exhausted. All of these activities are identical whether Qwest or a member of the
CLEC community initiated the CR.

The CMP redesign sessions conducted February 5-7 2002 concluded without a resolution to
CR prioritization. The topic will be re-addressed at the next CMP Redesign session scheduled
for February 19"1, 2002. Qwest will provide an update regarding the progress of this issue in a

Exception 31 I l Formal Response_02_l2_02.doc2/19/2002
Qwest Communications, Inc.
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supplemental response to this exception by February 22, 2002. When the prioritization
process is agreed upon this sub-issue will be completely addressed.

As stated in the prior response and reiterated in the response to sub-issue 3 above, Qwest provides a
high level estimate of the LOE required for each CR candidate, The high level estimate is for use in
candidate prioritization. After the release candidates are prioritized, using the process agreed to in the
CMP redesign, Qwest conducts a detailed assessment of the LOE for each candidate beginning with
the highest priority candidate and concluding when the estimated capacity for the release is exhausted.

Qwest and the CLECs have achieved significant progress toward defining the LOE estimation
process for change requests. These refinements are reflected in the most recent version of the
Master Redlined Document posted on Qwest's web site repository for CMP documents.

5. Qwest will provide, via the data request process, documentation of the internal methods and
procedures followed by Qwest to identify packaging efficiencies for system changes. The
documentation will be made available by February 22"d, 2002.

Attachment(s): None

Exception 31 l 1 Formal Response_02_l2_U2.doc2/19/2002
Qwest Communications, Inc.
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Test Vendor ID: EXP3lI2

Qwest Internal Traekllvzg ID: TI 87.9

Observation/Exception Title.- OSS Interfaces

Test Type/Domain : Test 24 - Interface Dvlpmnt & Relationship Mgt

Date Qwest Received: 01/30/2002

Initial Response Date : 02/13/2002

Test Incident Summary:

An exception has been identified as a result of test activities associated with the Change Management
Review, MTP Test 23, and Wholesale Systems Help Desk (WSHD), MTP Test 24.7.

Exceptianz

Qwest has not implemented a comprehensive and fully documented production support process to address
changes that correct failures in the production version(s) of OSS interfaces.

Background:

Production support changes address defects in the production version(s) of an OSS interface, Such defects
may include interrupted connectivity, failed transactions, system crashes, degraded performance, data
corruption, memory leaks, and/or functionality not coded to specification.

The purpose of a production support process is lo quickly and effectively restore critical production
components by repairing defects or implementing temporary' work-around processes. This process would
also include the implementation of a tactical plan to complete restoration of normal production capabilities.
For critical situations, the standard software release intervals associated with the establishedChange
Management Process (CMP) are considered too long to implement corrective changes.

KPMG Consulting would expect a comprehensive and fully documented production support process to
include the following sub-procedures and essential elements:

A. Identification and verification procedures,
B. Evaluation, categorization, and prioritization procedures,
C, Internal and external communication procedures,
D. Status tracking and reporting procedures;
E. Escalation procedures,
F. Restoration and closure procedures,
G. Testing procedures, including support for defects observed in test environments,
H. Documentation management procedures, and
L Training procedures.

Issue:

KPMG Consulting has observed that Qwest does not have a documented production support process in
place to resolve time-sensitive production support issues and changes. KPMG Consulting formally
identified this issue in Observation 3052. In response, Qwest provided KPMG Consulting with documents

Exception 3112 Formal Response_02_13_02.doc2ll9/2002 -
Qwest Communications, Inc.

12:00 PM
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Reference
Criteria

Production Support Sub-
Process

Effective c1cmp° Proposed Redline CMP

A Identification and
verification procedures

Not documented/missing Not documented/missing

B Evaluation, categorization,

and prioritization
procedures

Prioritization document not
finalized;CLECs and Qwest still
determining how prioritization of
low severity, Type 1 category
changes are to be prioritized.

T1676-A section 1.4 provides
cursory review of prioritization
process

C Internal and external
communication procedures

Executive summary, section LIU,
II.I, and III cover communication
without specific details about
Production Support. No reference
made to Production Support types

TI676-A sections 1.5 and 1.6
provide cursory review of
communication requirements.

ROC Observation & Exception Formal Response

that specify OSS contingency plans. KPMG Consulting reviewed Qwest documentation, and determined
that Qwest does not have a distinct, consolidated process document to address the issue in question.l

Impact:

In the absence of a comprehensive and fully documented production support process, CLECs do not have
assurance that failures in the production version(s) of OSS interfaces can be corrected efficiently and
effectively. The absence of these defined corrective measures can lead to downtime, miscommunication
about the status of an interface system outage or issue, and delays in critical systems resolutions, which can
negatively impact CLECs' business operations.

Appendix A

Production Support Matrix
KPMG Consulting reviewed the following Change Management Process documents for the existence of the
nine criteria that are outlined in the Background section of this Exception:

Co-provider Industry Change Management Process (CICMP) document
MA Change Management Document

Master Redlined CMP Redesign Production Support Language _ 12/110001 ,4 and
Master Red-lined CLEC-Qwest CMP Re-Design Framework .- Interim Draft dated
12/10/2001 .5

Production Suworl Matrix

1 In its response dated 12/28/2001, Qwest stated that "each Qwest back-end system will follow its own
process for problem resolution and prioritization of fixes and communicate status back to the Help Desk,"
KPMG Consulting interprets this to mean that Qwest lacks a single, operational system to address
production support issues,

The CICMP Document dated 5/1 l/200i represents the CMP document in place before the start of CMP
Redesign. It is located at http://www.qwest.com/wholesale/cmp/whatiscrnp.html.
3 The MA CMP Document dated l l/0l/01 and defines the process through which Qwest prioritizes and
processes Change Requests for MA software releases.

The redline document is located at http://www.qwesLcom/wholesale/cmp/redesign.html
5 The redline document is located at http://www.qwesLcorn/wholesaleJcmp/redesign.html
6 Effective documentation such as CICMP (05/14/01), Escalation (12/01/00), Qwest RN Enhancements
(l2!06/00), and Industry Team CR Prioritization (12/0]/00) are available at
http://wwwqwest.com/wholcsalc/cmp/whatiscmp.html
1 Proposed redline documents change frequently. The current draft documentation is available at
http://www.qwest.cornfwholesaleicmp/redesignhtrnl

Exception 3] 12 Formal Response_02_I3_02.doc2/I9/2002 - 12:00 PM
Qwest Communications, Inc .
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of changes.
D Status tracking and

reporting procedures
Section III.VIII.6 covers CR and
RN databases, not Trouble
Tickets or Production Support

TI676-A section 1.3 provides

cursory review of reporting

processes

E Escalation procedures Escalation document covers CRs
but not Production Support

Not documented/missing

F Restoration and closure
procedures

Not documented/missing Not documented/missing

G Testing procedures,

including test

environments

Not documenwdlmissing TI676-B section "Joint Testing
Period" provides cursory review of
the testing process

H Documentation

MaI'l3g€1'Il€l'l[ procedures
CICMP document executive
summary, section III, and section
111.11.5 define a number of
document requirements.
However, no specifics are
provided.

Not documented/missing

I Training procedures Not documented/missing Not documented/missing

R()C Observation & Exception Formal Response

Qwest Formal Response *

In the 01/24/02 response Lo EXP 3102, Qwest committed to provide an integration document to KPMG by
February 7, 2002. This document has been provided to KPMG via the usual data request process. The
Integration Document addresses criteria A and criteria C - G outlined by KPMG in the "Background"
section of this exception.

Criteria B refers to evaluation, categorization, and prioritization procedures. The Wholesale CMP
prioritization document has not been finalized, pending the completion of CMP Redesign, This portion of
the redesign effort is anticipated to be completed by February 19, 2002. Qwest will provide an update on
the status of this item by February 22, 2002.

Qwest is in the process of making revisions to the Integration Document that address documentation
management procedures and training procedures idontiiied in criteria H & I above. Qwest will provide an
updated version of the Integration Document by February 22, 2002 that will address criteria H and I .

Attachment(s): None

Exception 3112 Formal Response_02__]3_02.doc2/19/2002
Qwest Communications, Inc.
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EXHIBIT H

|

to AT&T's Comments on Qwest's Brief Regarding

Change Management

February 19, 2002



ROC Test of Qwest OSS

Request for Comments on Long Term PID Administration

Background

As part of the Regional Oversight Committee's (Roc's) third party test of Qwest
Operations Support Systems (OSS), die ROC Technical Advisory Group (TAG) has
collaboratively developed a set of performance indicator definitions (PIDs) that define
Qwest's on-going performance measures. This PID development effort was mostly
accomplished during 2000 and the first half of 2001. Since then, there has been a degree
of on-going activity related to the maintenance and improvement of the ROC PIDs.
These activities include refinements to the approved PID definitions due to audit and
OSS test Endings, evaluation of newly proposed PIDs and suggested changes to PIDs
resulting from Qwest product and process changes. In addition, the standards for selected
new PIDs which initially were categorized as "Diagnostic" or "To be Determined" have
been reviewed by the TAG based on the availability of several months of actual
performance data.

To date, the on-going administration of the ROC PIDs has been handled in the ROC OSS
Test TAG forum. When the ROC OSS Test is completed, it is expected that the ROC
TAG will be dissolved because its main purpose was to assist with the OSS test.
However, once the OSS test is completed, it is expected that the PIDs will continue to be
utilized as the basis for Qwest's performance reporting for several years. The TAG has
determined that some level of on-going PID administration is required to support
performance reporting and that the scope, form and structure should be determined on a
collaborative basis prior to the end of the OSS test and dissolution of the TAG. It is
anticipated that this approach will provide for seamless PID administration going
forward.

Purpose of this Document

The ROC Executive Committee has determined, and parties agree, that for the duration of
the test, the ROC TAG should continue to be the forum for administration of the PIDs,
both test impacting and non-test related PIDs. Issues that cannot be resolved
collaboratively by the TAG should be referred to the Steering Committee for resolution.
The purpose of this Request for Comments is to solicit input from the parties on scope,
form and structure of an entity to oversee PID administration after the ROC OSS test is
completed.

January 28, 2002 Page 1 of f



Preliminary discussions in the TAG have indicated that the parties agree that an entity is
needed for on-going PID administration in a post-test environment. The discussions also
included review of a paper on this topic prepared by Wayne Hart of the Idaho staff. A
copy is inserted here for your easy reference.

Questions for Consideration

ROC Test of Qwest OSS

"post test tag role
fTnal.dOC"

Please respond to the following questions regarding structure and process.

1. Once the ROC OSS test is completed, should the ROC PIDs be administered by a
ROC-based entity similar to the ROC OSS TAG, Steering Committee and
Executive Committee structure used for the test?

2. If the answer to question #1 is yes, please indicate how that should be
accomplished, such as by extension of the current ROC TAG, development of a
new TAG specifically for PID administration or any other suggestions.

3. If the answer to #1 is no, please describe your recommendations for achieving a
PID administration entity and process outside of the ROC.

4. What should the scope of the PID administration function be? Le. changes to
PIDs, oversight of audits, etc? Should the scope of the function be extended
beyond PID administration? If so, to what?

5. What should be the design of the management and governance stmctrure?

6. How should the PID administration process work?

7. How should any costs of PID administration be funded?

8. How frequently should PID administration activities be conducted?

9. What are your views on the length of the initial charter/sunset timeframe of this
iilnction?

10. What other comments do you have regarding on-going PID administration in a
post-test environment?

11. Absent a multi-state approach to PID administration, how should PIDs be
administered and incorporated into individual state PAPs?

January 28, 2002 Page 2 of 3



ROC Test ofQwest OSS

Comment Filing

Parties should sent comments to Denise Anderson at denise.anderson6@verizon.net by
COB on Monday, February 11"', 2002 with a copy also sent to the TAG distribution. For
more information, please

Next Steps

1.
2.
3.

TAG comments on the above questions are due by COB February 11*", 2002
MTG will provide a summary of the comments by February 18"', 2002
As suggested by the parties, one or more conference calls/meetings will be
scheduled during the weeks of 2/18 and 2/25 to provide the opportunity for the
interested parties to collaboratively agree on a PID administration proposal for
consideration by the TAG, ROC and States

4. MTG will provide an update on the status of this effort to the ROC Executive
Committee at its March 5"1 meeting
Additional meetings to finalize the proposal will be held as required.
When the interested parties have agreed on one or more proposals for
consideration, the materials will be presented to the TAG.

7. Once reviewed by the TAG, the proposa1(s) will be presented to the Steering
Committee, Executive Committee and ROC. Assuming all entities support the
approach, the ROC will then likely seek formal State participation through a letter
of solicitation.

5.
6.

Contact

For more information, please contact Denise Anderson, ROC Project Manager, at 760-
668-4886 or denise.anderson6@verizon.net .

January 28, 2002 Page 3 of 3



EXHIBIT I

to AT&T's Comments on Qwest's Brief Regarding

Change Management

February 19, 2002



ROC Test of Qwest OSS

Request for Comments on Long Term PID Administration

Background

As part of the Regional Oversight Committee's (ROC's) third party test of Qwest
Operations Support Systems (OSS), the ROC Technical Advisory Group (TAG) has
collaboratively developed a set of performance indicator definitions (PIDs) that define
Qwest's on-going performance measures. This PID development effort was mostly
accomplished during 2000 and the first half of 2001. Since then, there has been a degree
of on-going activity related to the maintenance and improvement of the ROC PlDs.
These activities include refinements to the approved PID definitions due to audit and
OSS test findings, evaluation of newly proposed PIDs and suggested changes to PIDs
resulting from Qwest product and process changes. In addition, the standards for selected
new PIDs which initially were categorized as "Diagnostic" or "To be Determined" have
been reviewed by the TAG based on the availability of several months of actual
performance data.

To date, the on-going administration of the ROC PIDs has been handled in the ROC OSS
Test TAG forum. When the ROC OSS Test is completed, it is expected that the ROC
TAG will be dissolved because its main purpose was to assist with the OSS test.
However, once the OSS test is completed, it is expected that the PIDs will continue to be
utilized as the basis for Qwest's performance reporting for several years. The TAG has
determined that some level of on-going PID administration is required to support
performance reporting and that the scope, form and structure should be determined on a
collaborative basis prior to the end of the OSS test and dissolution of the TAG. It is
anticipated that this approach will provide for seamless PID administration going
forward,

Purpose of this Document

The ROC Executive Committee has determined, and parties agree, that for the duration of
the test, the ROC TAG should continue to be the forum for administration of the PIDs,
both test impacting and non-test related PIDs. Issues that cannot be resolved
collaboratively by the TAG should be referred to the Steering Committee for resolution.
The purpose of this Request for Comments is to solicit input from the parties on scope,
form and structure of an entity to oversee PID administration after the ROC OSS test is
completed.

January 28, 2002 Page l of 8



ROC Test of Qwest OSS

Preliminary discussions in the TAG have indicated that the parties agree that an entity is
needed for on-going PID administration in a post-test environment. The discussions also
included review of a paper on this topic prepared by Wayne Hart of the Idaho staff. A
copy is inserted here for your easy reference.

Questions for Consideration

"post test tag role
finaI.doc"

Please respond to the following questions regarding structure and process .

1. Once the ROC OSS test is completed, should the ROC PIDs be administered by a
ROC-based entity similar to the ROC OSS TAG, Steering Committee and
Executive Committee structure used for the test?

AT&T Response .,- Yes, AT&T believes the PaDs should be administered in a multi-state,
industry-wide forum. The PIDs were designed to measure the performance of Qwest
processes that generally do not have state-to-state variances. Common administration of
the PaDs will offer time and cost efficiencies that would be lost in multiple, state-specific
administration.

AT8cT believes the ROC OSS TAG, Steering Committee and Executive Committee
structure has been quite successful in reaching agreement on literally hundreds of PID
related issues. When agreement was not possible in the ROC OSS TAG, the Steering
Committee and Executive Committee appeal processes proved they could make
expeditious and reasoned decisions.

Since die creation of the ROC OSS TAG, Steering Committee and Executive Committee,
other multi-state, industry-wide groups have been created. The Change Management
Process exists and contains two essential elements. The first element is for the
administration of changes to Qwest's OSS. The second element is for changes to
Qwest's products and processes. In addition to the two CMP elements, QPAP issues
point towards a multi-state, industry-wide approach to periodic plan reviews, periodic
audits of the performance measurement systems and modifications to either the QPAP or
the PIDs. For example, it would be an inefficient use of time and resources to have
fourteen individual audits of the same Qwest performance measurement systems and
processes.

While the groups and mechanisms for the administration of PIDs, CMP Systems and
CMP Process and Product have been separately developed, it has become increasingly
clear that there is much overlap between the functions. Change requests submitted by
CLECs in the CMP Process and Product forum have been denied because Qwest

January 28, 2002 Page 2 of 8



ROC Test ofQwest OSS

considered the request a PAID-related issue. Changes in Qwest's processes or new Qwest
processes developed through the CMP Process and Product forum have created a need for
new or modified PIDs to measure the performance of the new or modified process.

In addition to the overlap between PlDs, and the CMP Systems and CMP Process and
Product elements, the still developing PAPs are adding to the overlap. For example,
Qwest has submitted change requests in the CMP Systems forum to address its potential
payment liabilities under the Colorado PAP. Also, since the various QPAPs rely upon
the PIDs, there should be no question that the QPAPs, in whatever form, will overlap
with PID administration.

AT8cT views the natural interrelationship between the four functions as follows:

PIDs QPAP

CMP
Systems

CMP
Product/
Process

While AT&T believes the above diagram represents the nature of the interrelationships,
the reality to date has been more like the below diagram:

PIDs QPAP

CMP
Systems l

C M P  \
Product/ I
Process/

It has been AT&T's experience that important issues that are partly PAID-related and
partly CMP Process and Product-related have been lost in the cracks between the CMP
and the ROC OSS TAG. When raised in the CMP Process and Product forum Qwest has
deemed the issue PAID-related that is outside the scope of that forum. When raised in the
ROC TAG, Qwest has argued that the issue is not appropriate for discussion because it
impacts upon Qwest's products or processes. AT&T is concerned that if the natural
interrelationships are permitted to continue to be ignored, Qwest can use the gaps
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between the forums to delay issues important to the CLECs from being addressed or to
keep the issues from being addressed altogether.

While the Request for Comments is limited to long term PID administration, AT&T
believes one of the more important goals in the development of the Post-271
administrative environment is to ensure that there is a means to keep issues from falling
into the cracks between the various forums.

AT&T is not proposing one super-group to cover PIDs, PAP, and CMP systems, product
and processes changes. However, any model that is developed must recognize and
accommodate the need for joint discussion across one or more of these groups. For
example, one desired change may impact upon Qwest systems, PIDs, and the PAP. The
model should permit joint discussions on the impact of the change between the CMP
elements and the PID and PAP administration groups .

2. If the answer to question #1 is yes, please indicate how that should be
accomplished, such as by extension of the current ROC TAG, development of a
new TAG specifically for PID administration or any other suggestions.

AT8cT Response - For the administration of PID related issues, AT&T suggests that the
ROC TAG, Steering Committee and Executive Committee model be followed. That
model has a proven track record of success. However, to accommodate any concerns of
an appearance of delegation of a Commission's authority to the ROC group, AT&T
suggests that a final layer of administration be added to the top of the ROC model. That
layer would be the right of any party to appeal an agreement or decision from the ROC
group to the individual state commissions.

A combination of the multi-state, industry wide ROC model with the right of appeal at a
state commission takes advantage of the efficiencies of the collaborative model while still
preserving and recognizing the authority of the individual state commissions. A model
that pennies the ROC group to do the "heavy lifting" of identifying the issues, creating a
record and proposing consensus agreements or resolution of disputed issues while
providing ultimate authority to the state commissions will ensure that full and complete
records are before the commissions. It should also result in much quicker resolution of
issues across multiple states.

For the parties that may not have the resources to participate in the multi-state, industry-
wide process (i.e. small CLECs and various offices of consumer counsel), the ability to
appeal issues to the individual state commission ensures that the "price of admission" to
the multi-state, industry-wide process is not a barrier to participation at the state level.

3. If the answer to #1 is no, please describe your recommendations for achieving a
PID administration entity and process outside of the ROC .

AT&T Response Not applicable.
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4. What should the scope of the PID administration function be? i.e. changes to
PIDs, oversight of audits, etc? Should the scope of the function be extended
beyond PID administration? If so, to what?

AT&T Response - AT&T believes that scope of the PID administration function should
include the following activities :

Requests to delete or add PIDs,
requests to modify existing PID language,
selection of auditors for periodic and CLEC-requested audits;
oversight over the scope of periodic and CLEC-requested audits,
interpretation of PID language, and
determinations of standards to be applied to PIDs (i.e. parity,
benchmarks, diagnostic or TBD).

Apart firm the scope of the PID administration activities, AT&T believes the PID
administration function should perform the following roles:

Provide a forum for individual or collective parties to raise and discuss PID-
related issues (whether brought forth initially in this forum or brought in as a
result of CMP or PAP issues),
attempt to drive the parties towards a consensus decision,
when consensus is achieved, record the results of the decision,
when consensus is not achieved, assist in the preparation of the evidence to
support the opposing positions,
resolve disputed issues, and
provide for an appeal process if a party disputes the result of the initial dispute
resolution.
Coordinate/collaborate with the CMP body and parties involved in PAP
discussions, to the extent those groups raise issues that relate to or impact
PIDs.

5, What should be the design of the management and governance structure?

AT8zT Comment - AT&T believes the management and governance structure should be
similar to the one employed during the ROC test. Each of the participating states would
have one representative on the Steering Committee. The Executive Committee would
contain seven Commissioners from the participating states.

6. How should the PID administration process work?
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AT8cT Response .- The parties already have the benefit of the existing PIDs, As a result
the administration should be devoted primarily to fine-tuning of the existing PIDs as well
as additions of new PIDs and deletions of PIDs that are no longer needed. The activities
that would generally be considered PID administration are also many of the same
activities that are identified as being part of the six~month QPAP review. AT&T believes
the PID administration function should be considered the same as the PID activities
identified in the six~month review. Efficiency would dictate that a PID issue raised and
resolved in the PID administration function should not have to be once more addressed as
part of the six-month review process (although some may be implemented at this point) .
As part of the six~month review process, increased attention will be devoted to PID
issues. However, the process should permit PID issues to be raised and addressed at any
time.

The administration process itself should follow the process used during the ROC test.
Any party can raise a PID issue. Once an issue is raised, one or more conference calls
will be established to discuss die issue. If consensus on the issue can be reached, the PID
will be modified to reflect the agreement. If agreement cannot be reached, the opposing
parties will prepare impasse statements proposing a solution and advocating why that
solution should be chosen. The Steering Committee will review the impasse statements
and reach a decision. If there is no appeal, the decision will be implemented, If a party
disagrees with a decision of the Steering Committee, it can appeal the decision to the
Executive Committee, The opposing parties will have an opportunity to supplement their
originally filed impasse statements. The Executive Committee will review the relevant
documents and render a decision. If there is no appeal, the decision will be implemented.
If a party disagrees with the decision of the Executive Committee it can appeal the
decision to the participating states.

7, How should any costs of PID administration be funded?

AT8cT Response - As an initial matter, Qwest should be responsible for its own costs as
it administers and maintains the PIDs and the systems and processes supporting the PIDs.
For any odder costs, AT&T believes the funding of PID administration should first come
firm Tier 2 funds that are paid pursuant to the QPAP. If the Tier 2 funds are insufficient
to cover all the costs of PID administration, Qwest should be responsible for the balance.

AT&T recommends that withdrawals firm the individual state's Tier 2 funds to support
PID administration should be made in the same relative percentages as Qwest made the
Tier 2 payments. For example, if out of all of the total Tier 2 payments that Qwest made
to all of the states, Wyoming obtained 10%, then 10% of the funds necessary to cover the
PID administration would come from Wyoming's Tier 2 funds.

8. How frequency should PID administration activities be conducted?

AT&;T Response - As previously discussed, the PID administration function should be
considered the six-month review process. Consequently, there should be increased
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attention on PIDs every six months. However, the PID administration activities should
also permit on an as needed basis, other PID issues to be addressed.

9. What are your views on the length of the initial charter/sunset timeframe of this
function?

AT8cT Response .- The PID administration function should exist, at a minimum, until
there is no Qwest performance assurance plan in effect. Once, a Qwest Performance
Assurance Plan has expired, the participating Commissions should review the
appropriateness of the PID administration function to determine if it should be continued.

10. What other comments do you have regarding on-going PID administration in a
post-test environment?

AT&T Comment -- AT8<:T has no other comments.

11. Absent a multi~state approach to PID administration, how should PIDs be
administered and incorporated into individual state PAPs?

AT&T Comment - AT&T's strong preference is that PID administration be performed on
a multi-state basis. However, if that is not possible, then the alternative would be to have
any PID administration issues handled on a state-by-state basis. Should a party wish to
change any aspect of the PIDs, the party would have to seek to have the change made in
each of the appropriate states and have that change incorporated into the PAP.

Comment Filing

Parties should sent comments to Denise Anderson at denise.anderson6@verizon.net by
COB on Monday, February 11"', 2002 with a copy also sent to the TAG distribution. For
more information, please

Next Steps

1.
2.
3,

TAG comments on the above questions are due by COB February 11"1, 2002
MTG will provide a summary of the comments by February 18*'", 2002
As suggested by the parties, one or more conference calls/meetings will be
scheduled during the weeks of2/18 and 2/25 to provide the opportunity for the
interested parties to collaboratively agree on a PID administration proposal for
consideration by the TAG, ROC and States

4. MTG will provide an update on the status of this effort to the ROC Executive
Committee at its March 5th meeting
Additional meetings to finalize the proposal will be held as required.
When the interested parties have agreed on one or more proposals for
consideration, the materials will be presented to the TAG.

7. Once reviewed by the TAG, the proposal(s) will be presented to the Steering
Committee, Executive Committee and ROC. Assuming all entities support die

5.
6.
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approach, the ROC will then likely seek formal State participation through a letter
of solicitation.

Contact

For more information, please contact Denise Anderson, ROC Project Manager, at 760-
668-4886 or denise.anderson6@verizon.net .
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OBSERVATION 3068 - SECOND RESPONSE
Qwest OSS Evaluation

Initial Release Date: December 11, 2001
First Response Date: January 6, 2002
Second Response Date: January 15, 2002

OBSERVATION REPORT

An observation has been identified as a result of the Qwest documentation review, and
information gathered during interviews, for the OSS Interface Development Review, Test 24.6.

Observation :

Qwest's Interconnect Mediated Access (MA) Electronic Data Interchange (EDI) Stand
Alone Test Environment (SATE) does not offer CLECs sufficient troubleshooting
capabilities.

Background:

Prior to a CLEC's entering Qwest's MA production environment, Qwest allows the CLEC to
choose between SATE and Interoperability ("Interop") for testing EDI transactions. For testing,
CLECs use a combination of Data Documents (SATE), Scenario Templates (Interop), and
Disclosure Documents (both environments) to understand the business rules that are necessary to
populate EDI transactions. The Qwest Implementation Team provides support to the CLEC for
progression testing, while a SATE support team provides guidance to CLECs performing
regression testing. Once testing commences, a CLEC must rely on existing documentation or
Qwest personnel to troubleshoot any problems encountered with its EDI transactions,

Issue:

KPMG Consulting has observed, through interviews and documentation reviews, that Qwest
does not provide CLECs with examples of translated EDI input and output files for SATE test
transactions. Thus, CLECs are not able to effectively troubleshoot problems with EDI
transactions, as Qwest does not provide the exact EDI input and output files for a "known set of
good transactions." If the EDI code were made available, these initial transactions could be run
by the CLEC to determine if the interface is working properly. This would help CLECs later to
isolate any EDI problems encountered during testing, by increasing the likelihood that an
identified issue relates specifically to the transaction submitted, rather than to the underlying
interface code. The lack of EDI input and output files for these known good transactions
increases both the time and effort necessary to troubleshoot EDI transactions being tested.
Furthermore, if available, CLECs could use the coding information to better conduct root cause
analysis of any problems experienced during transaction testing.

KPMG Consulting acknowledges that Qwest is working collaboratively with the CLEC SATE
user community, and has scheduled a series of meetings to enhance performance and
functionality of the current system. Qwest indicated during the SATE Enhancement Meeting on
Tuesday, November 27, 2001, that Ir will propose a Change Request (CR) to develop X12 EDI
transaction examples for some of the products that SATE currently supports. These examples

new
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will use data that are different from the data currently used for the test deck, but that are still
valid for understanding the manner by which to correctly populate an order. The examples will
be intended to provide guidance to CLECs that are attempting to create and test orders in SATE.

Although the proposed CR will address some of the issues included in the context of this
observation, under the terms of the Qwest proposal, CLECs will not benefit from exact EDI
transaction examples for every product, using actual test environment data to troubleshoot
problems dirt are encountered during testing. Therefore, even after the implementation of
Qwest's proposed CR, CLECs would still not have complete and sufficient troubleshooting
capabilities at their disposal. Furthermore, this proposed change has not yet been prioritized by
the CLEC community, and would not be able to be implemented until MA Release Version 10
or ll at the earliest.

In a Qwest Change Management email notification sent on November 26, 2001, Qwest described
two business purposes for testing in SATE, as follows:

Definition of Real World Scenario Testing
When testing in the Stand-Alone Test Environment, a CLEC generally has one of two basic
business purposes. The first is interface testing where a CLEC is testing for expected results
so as to test their interface. They may send an LSR such that they will receive a Business
Process Layer (BPL) error. This would be done in order to test that one's software can
properly receive that error. The second is "real world scenario testing " where no result is
specdically expected. When real world scenario testing, when a CLEC sends an LSR or
pre-order request to Qwest they are asking "what" would happen to this specie LSR if the
world of telephone numbers and circuits in SATE existed in Qwest's Production Network
and this spec LSR was sent to Production. Test cases, purpose, and proeessesfor "real
world scenario testing" are dyterentfrom those for interface testing.

KPMG Consulting agrees that SATE offers CLECs the capability to test both the interface
system (code), as well as the business rules that would apply in Qwest's Production Network
when sending LSRs or pre-order requests. However, KPMG Consulting disagrees that the test
cases and processes for real world scenario testing must be different from those used for
interface testing.

Impact :

Insufficient troubleshooting capabilities could delay a CLEC's timely LMA EDI implementation.
CLECs could experience unnecessary time and effort attempting to resolve EDI transaction
problems that could be more immediately resolved through a streamlined process in which EDI
input and output tiles associated with test case scenarios and transactions are provided, in
advance, by Qwest.

asksI M Consulting

02/19/2002
Page 2 of 5



UBSERVATION 3068 - SECOND RESPONSE
Qwest OSS Evaluation

Qwest Formal Response (01/'26/0I):

During the SATE Users' Group Meeting on November 13, 2001, a request was made for
example X12 transactions. In response to that request, Qwest agreed to research whether this
request was possible and to return to the next meeting with a proposal.

In the next meeting on November 27, 2001, Qwest proposed providing example EDI mapping
examples for each product and activity and pre-order function supported in SATE, populated
with non-SATE data. Qwest explained that by providing input transactions populated with
SATE data, there would be no way to verify the CLEC could populate the data properly on their
test transactions to move to production. This would increase the risk for both the CLEC and
Qwest when moving a CLEC to the production interface. The CLECs participating on the call,
including the CLEC requesting the example transactions, agreed that example transactions with
non-SATE data would meet their needs. Following is the action item on this topic from the
November 27, 2001 SATE User Group Meeting Minutes:

Qwest will develop some options for providing X12 EDI mapping examples of the test data.
11/27/01. Qwest proposed to provide sample X12 EDI mappings populated with non-SATE
data. TheCLECs attending agreed to this approach,

•

Based upon the CLEC response, Qwest believes that populated example X12 transactions with
non-SATE data will allow CLECs to properly and easily troubleshoot any testing issues.

Qwest acknowledges that this proposed change has not yet been prioritized by the CLEC
community, and would not be able to be implemented until MA Release Version 10 or 11 at the
earliest. Prioritization by the CLECs through the Change Management Process will determine
for which release this capability is available. Qwest will submit this issue for CLEC
prioritization at the next CMP meeting.

The meeting minutes from both of these SATE Users' Group Meetings are attached.

Qwest believes that the processes for "real-world scenario testing" are different from those used
for interface testing because of the nature of testing performed. In interface testing, a CLEC is
testing with the intent to receive a known static response. The goal is to ensure that the CLECs
transactions can be received by Qwest and in return, the CLEC can receive Qwest's responses.
In real-world scenario testing, the CLEC is testing to determine how an entered scenario would
be processed with all of the variables allowed by the production system, including tlowthru. As
a result, the responses in real-world scenario testing are unpredictable and not conducive to
interface testing.

KPMG Consulting's First Response (01106/02):

As stated in the initial release of this Observation, KPMG Consulting acknowledges that Qwest,
through a series of user group meetings, has worked directly with the CLEC community to
determine functional enhancements to SATE. KPMG Consulting further acknowledges that a
Change Request (CR) has been created by Qwest to provide X12 EDI mapping examples for

l
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each product and activity and pre~order function supported in SATE, populated with non-SATE
data. Additionally, in Qwest's response dated December 19, 2001, Qwest stated the following:

"Qwest acknowledges that this proposed change has not yet been prioritized by the CLEC
community, and would not be able to be implemented until MA Release Version 10 or 11 at the
earliest. Prioritization by the CLECs through the Change Management Process will determine
for which release this capability is available. Qwest will submit this issue for CLEC
prioritization at the next CMP meeting. "

Although it appears that Qwest's proposed CR provisions, when implemented, will adequately
address the issue of providing sufficient troubleshooting capabilities to CLECs, this CR has not
yet been prioritized through Qwest's Change Management Process (CMP). Once prioritized
through the CMP, several major releases of MA may need to occur before this CR can be
implemented. KPMG Consulting cannot determine that the issue raised in this Observation has
been sufficiently addressed until the proposed action has been fully implemented by Qwest.

Qwest defines "real-world scenario testing," as stated in the response to this Observation, as
follows:
"In real-world scenario testing, the CLEC is testing ro determine how an entered scenario would
be processed with all of the variables allowed by the production system, including flowthru. As a
result, the responses in real-world scenario testing are unpredictable and not conducive to
interface testing. "

KPMG Consulting is unclear as to why the responses in real-world scenario testing are
unpredictable. Functional results, not actual data records, from test scenarios submitted through
the SATE testing environment should mimic the production environment,

KPMG Consulting recommends that Observation 3068 remain open until Qwest has fully
implemented all provisions of the proposed CR, and has notified the CLEC community of the
changes enacted.

Qwest Response to KPMG's Comments (01//1/02):

After evaluating the CR, Qwest determined that the request for populated EDI maps only has
documentation impacts and no system impacts. As a result, Qwest is able to implement this CR
independent of a SATE release.

The effort to create example populated EDI maps for all SATE supported products and activities
is extensive. Qwest will create a new document to contain these examples. While the effort is
release independent, the document will be a release specific document created for release 9.0 by
03/08/02. This will be issued to the CLEC community using the Release Notice process.

As to the "real-world scenario testing" question from KPMG, Qwest did not intend to imply that
the responses issued during "real-world scenario testing" did not mimic production. These
responses will mimic the world of production flow through. However, as a CLEC may not
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understand all flow through rules and processes, the CLEC's ability to predict a transaction's
outcome may be difficult. in this sense, "real-world scenario testing" is more unpredictable than
other SATE testing.

Although nothing in Qwest's EDI implementation processes will preclude a CLEC from using
"real-world scenario testing" as interface testing cases, it may be easier for a CLEC to use the
more predicable VICKI responses when performing implementation or migration testing. A
CLEC can choose to use "real-world scenario testing" or interface test scenarios and their
responses to meet the requirements of moving to production,

KPMG Consulting's Second Response (01/15/02):

Based on Qwest's January I l, 2002 response, KPMG Consulting acknowledges that the
proposed documentation may satisfy the concern outlined in this Observation. However, in its
response, Qwest stated that the effort to prepare example EDI input and output files for known
good transactions will not be completed until on or before March 8, 2002. Once the proposed
documentation for populated EDI maps is publicly released, and the CLEC community is
notified, KPMG Consulting will review the documentation to ensure that it adequately addresses
the issue raised in this Observation.

KPMG Consulting recommends that Observation 3068 remain open until Qwest completes
the proposed EDI sample map documentation, and it has notified the CLEC community of
the changes enacted.

Attachment(s): None
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Initial Release Date; November 7, 2001
First Response Date: January 8, 2002
Second Response Date: January 24, 2002

EXCEPTION REPORT

An exception has been identified as a result of the Qwest documentation review, and information
gathered during interviews, for the Test 24.6 OSS Interface Development Review.

Exception :

Qwest's Interconnect Mediated Access (MA) Electronic Data Interchange (EDI) Stand
Alone Test Environment (SATE) does not offer CLECs sufficient testing capabilities.

Background:

Qwest employs a phased approach for CLECs that wish to develop an IMA/EDI app1ication-to-
application interface with Qwest's OSS systems. The steps of the current process are listed
belowzl

1. Initial Communications (includes Kick Off conference call)
2. Project Plan (proposed/negotiated)
3, Requirements Review (by the CLEC)
4. Firewall Rules and IA-to-IA Testing
5, Testing - Interoperability and/or SATE environment
6. Controlled Production
7. Production ("Turn-Up")

Qwest developed SATE in May 2001 as an alternative testing environment to the Interoperability
environment. By creating SATE, Qwest now offers CLECs the option between the
interoperability environment and SATE for testing their MA EDI interface. The latest version,
SATE 8.01, was implemented as of October 22, 2001.

Issue:

KPMG Consulting has observed through interviews and documentation reviews, that the MA
EDI SATE does not provide sufficient testing capabilities for CLECs prior to connecting to
Qwest's production systems. Certain limitations in the MA EDI SATE have been identified,
including the following;

SATE does not offer true end-to-end testing capabilities through to Qwest's provisioning and
billing systems. Cun'ently, SATE does not generate post~order responses in the same manner
as they are created in the production environment. Specifically, a Test System Engineer

1 EDI Implementation Guidelines -,- for Interconnect Mediated Access (MA) and Facility Based Directory Listings
(FBDL), Version 6.0, Released October l 1, 2001, Section 2, Implementation Activities, p.6.
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(TS E) manually provides responses to the CLEC that would be system-generated in the
production environment (Ag. firm order completion notices, and other post-order responses
such as rejections). Manual response generation is not representative of die production
environment, and does not provide adequate assurance that CLECs will see similar
transaction behavior once in production. Additionally, manual intervention increases the risk
of human error.

Flow-through orders are not supported in SATE, even though these types of orders will be
processed in the production environment. Therefore, CLECs are unable to truly test the
ability of orders to How-through (no manual intervention) the MA systems in production.
CLECs will only have limited ability to evaluate the behavior of the system in a manner that
is consistent with flow»through orders in production. A test environment should mirror the
production environment, and provide evidence of what is to be expected when entering
production, including flow-through behavior.

The volume of order responses supported in SATE is restricted due to manual response
handling, As stated in the MA EDI Implementation Guidelinesz:

"As with the Interoperability environment, Post-Order responses are manually generated
in SATE and may include Rejects, FOCi, Jeopardys, and Completions. Responses will
be generated on posted SATE operation business days as follows:

FOCs - each day for the first ten Order transactions received the prior business day.
Progression responses - as negotiated in Project Plan
Regression responses other than FOCi - within 5 days of a request for a response"

The number of responses that a CLEC receives in automated format should not be restricted.
Because SATE does not support automated response handling, the CLEC can only receive a
prescribed number of responses to its order transactions. This capacity limitation does not
adequately mirror the production process, and does not allow the CLEC the ability to test
large volumes of orders and the expected response behaviors.

The data contained within the order responses is not consistent, and may not mirror the data
that would be found in production responses. According to the MA EDI Implementation
Guidelinessz

"In SATE, pre~order and order transactions are created using Qwest-provided data that,
when submitted to SATE, will return consistent responses. These responses will enable
the SATE user to test the EDI mapping structure. Those responses will hold data that
could appear in production, however, may not match the response that would be
received on the same query sent to the Interoperability or Production Environment.

2 EDI Implementation Guidelines - for Interconnect Mediated Access (MA) and Facility Based Directory Listings
(FBDL), Version 6.0, Released October l l, 2001, Section 2, Implementation Activities, p.l6.
3 EDI Implementation Guidelines - for Interconnect Mediated Access (MA) and Facility Based Directory Listings
(FBDL), Version 6,0, Released October 1 I, 200] , Section 2, Implementation Activities, p.l5_
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The error codes returned in SATE will mirror the Production environment. Verbiage on
outbound responses in SA TE may not exactly mirror what would be returned from
Qwest production systems or represent the actual message/data content expected jhmm
the result of the transaction."

The inability to provide consistent data within the EDI order responses impacts the CLEC's
ability to accurately assess the expected outcomes of orders. Additionally, it impairs the
CLEC's ability to analyze EDI problems when the CLEC cannot consistently compare actual
data outcomes to expected data outcomes.

As a result of an interview with a Qwest employee on September 12, 2001, KPMG
Consulting requested clarification for the paragraph quoted above from the EDI
Implementation Guide (Data Request No. IDl28). Qwest responded that identical queries
created in SATE and production may receive different responses due to the differences
between the test deck data in SATE and the account data in production. Qwest specifically
stated :

"For example, an address validation query for "999 Van Cleve Rd" would result in an
"Exact Match" in SATE, but "No Match" in production, Alternatively, the address "1999
Broadway" would result in an "Exact Match" in production, but no match in SATE."

KPMG Consulting understands that the differences in the test deck data could potentially
yield different results in SATE and production. As long as the processing logic in SATE and
production is identical, this is not considered a system deficiency, However, Qwest
continues in its response as follows:

"Second, SATE stubs do not hold some of the error messages held in production. For
example, a query in production for a certain telephone number might result in an error
message that says "Host Not Found." In SATE, the CLEC might receive "Bad
NPA/NXX." In all cases, the error message received will be a real production error
message and in all likelihood, it will be the error message received on such a query,
however, such functionality cannot be guaranteed. If a CLEC would like to receive a
certain error message in SATE, they can request it be added via the SATE Data Request
Process."

KPMG does not understand how different error messages could be received in SATE versus
production for identical queries. The response processing logic for SATE should replicate
the logic in production, and therefore, no differences should exist between the error messages
received in the two environments for identical queries. Based on Qwest's clarification,
KPMG Consulting still believes that there is a potential deficiency with SATE in that
response data is not necessarily consistent with production.

Impact:

4 Qwest response to Data Request IDl28 receivedby KPMG Consulting on September 27, 2001
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A limited or insufficient testing environment could delay the timely implementation of a CLEC's
MA EDI release. Also, problems could arise in the production environment that may have

otherwise been avoided if SATE more closely mirrored the production environment. These
factors could increase a CLEC's operating expenses as a result of additional time required to
ensure the functionality of the systems, and could inhibit revenues if delays hinder a CLEC's
ability to service its customers.

Qwest Formal Response (II/20/01):

The following paragraphs outline Qwest's response to the four concerns raised by KPMG
regarding SATE. Each issue has been briefly recapped to more easily correlate the response.
Each response identifies current capabilities that are provided and if Qwest has any current plans
to enhance the SATE in that area.

1. KPMG concern: SATE does not generate post-order responses in the same manner as they are
created in the production environment.

Currently, a Qwest Technical Support Engineer (TSE) uses MA to create Firm Order
Confirmations (FOCs), manual rejects, jeopardies and non-fatal error transactions. MA then
automatically sends the transaction to the CLEC. This manual generation represents what the
Interconnect Service Center representative's actions would be in production. However, if the
LSR were to flow through, SATE and the Interop environment do not currently automatically
generate the FOC, Jeopardy, or Completion that could occur in production, An automatically
generated POC, Completion and other post-order response does occur when the CLEC is
performing their Controlled Production Testing ,

Additionally, Qwest will provide automated post-order responses in SATE by January 28,
2002.With the launch of automated post-order transactions in SATE, new test scenarios will
provide the CLEC with the ability to experience the behavior of MA consistent with production
timing of post-order transactions. It will also ensure that CLECs receive automated responses
consistent with those received in production, negating any risk from manual handling. While the
current SATE and Interop environments allow the CLEC to test all post order transactions in
their EDI interface, these changes will resolve any timing concerns or concerns resulting from
manual handling.

Note: Those post-order transactions currently done manually by an Interconnect Service
Center (INC) representative in production will not be automated. Those transactions, as well
as the status updates that follow them, will be done manually using the same interface used
today in production by an INC representative.

2. KPMG concern: Flow through orders are not supported in SATE

Qwest currently works with CLECs to improve their How through numbers and help CLECs
improve their business processes to achieve greater flow through in two ways. First, Qwest as

wane' M Consulting
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part of its standard EDI implementation process educates CLECS on the key elements affecting
flow through. Second Qwest works weekly on an individual basis as needed to provide training
that can help a CLEC improve its flow through numbers. This training allows a CLEC to
improve its business process, while SATE testing focuses on interface testing and therefore the
timing based scenarios referenced in Item I above.

Additionally, Qwest will enhance the SATE environment to add a test flow through system and
test Service Order Processors (SOPs). Qwest will implement the test flow through capability for
Western region POTS flow LSRs during the first quarter of 2002. Qwest will implement the
remainder of test How through capabilities by May 20, 2002. Once flow through is implemented
in SATE, CLECs will have the option to choose when they want their SATE transaction to be
sent to the test flow through systems, or receive a specific test scenario response. If the CLEC
chooses to have their transaction sent through the test How through systems, only flow through
eligible LSRs will successfully flow. LSRs, which are not eligible for flow through, will be sent
to the queue for manual handling. The option to send the test LSR to the flow through systems
will allow the CLEC to experience an immediate response once the flow through order is
successfully processed and a manual response if flow through is not successful. CLECs will also
be able to contact Qwest regarding the flow through of those LSRs sent to SATE for flow
through testing.

3. KPMG concern: The volume of order responses supported in SATE is restricted due to
manual response handling.

First, Qwest does not currently limit the number of post order transactions sent to those CLECs
working to implement an EDI interface with Qwest or migrating to a new release of MA.
Qwest only limits the number of post order transactions within a certain window for those
CLECs in regression testing. Qwest will however update its EDI Implementation process and
the EDI Implementation guide by 12/03/01 to allow CLECs in regression testing to negotiate
post-order transaction testing processes. At a CLEC's EDI kick-off conference call, Qwest will
negotiate the number of, and manner in which, manual post-order transactions will be sent. The
current process, previously agreed to via a CLEC vote, will be used as a starting point for all
negotiations.

Second, the post order automation referenced in Item #1 will provide the CLECs with two
enhancements. It insures that production timing and scenarios can be tested and it eliminates the
need for much of the manual handling done for post order transactions in SATE today. For most
post order transactions, a CLEC will no longer need to contact Qwest and request a manual post-
order transaction be sent. They can request the specific transaction be sent as part of their test
scenario and Ir will automatically be sent as a result. For those transactions still requiring
manual handling (transactions manually handled by an Interconnect Service Center
representative in production) after this automation, Qwest representatives will continue to issue
responses manually as negotiated at the CLEC 's EDI kick-off conference call.

4. KPMG concern: The data contained within the order responses is not consistent, and may not
milTor the data that would be found in production responses.

V\uu 4 !.\_,9355Consulting
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The data instances in SATE are different from production data instances in that SATE contains
facilities, addresses, CSRs, and other data instances that do not exist in production. The type of
data in SATE mirrors production data, but the SATE data instance is not identical to production
data instances. SATE does not contain production data so that a CLEC can easily test any
production scenario without concern for end-user or contract-based privacy issues. The CLEC
does have the ability to test all relevant situations such as those described in the example of
obtaining an "exact match" using the address "999 Van Cleve Rd". A CLEC could test multiple
situations in order to understand responses and the conditions that cause them to occur.

•

Second, SATE uses specific test data and planned test responses. The responses are similar to
production responses as detailed below:

SATE uses a production (or, in the month prior to an MA release, pre-production) instance
of MA. Using a production release of MA ensures that the condition and EDI format of all
error messages sent to a CLEC are identical to those messages in production. The business
rules by which a message is returned are also identical in SATE and MA production.
In SATE those error messages originating from a downstream system are SATE specific to
test deck scenarios, which reflect actual production scenarios. These error messages are
returned under the same business conditions as in production. If a CLEC wants additional
test scenarios, they can request them via the SATE Data Request process.
Qwest regularly reviews its SATE error messages to ensure that they match production error
messages.

•

SATE allows CLECs to test their code and certify their system to MA. A CLEC will generally
not code to the content of an error message, but to the conditions of the elTor and the system's
published APIs to ensure the flexibility of the software and to decouple the dependency of their
systems on Qwest's systems. SATE returns error messages consistent with MA business rules
and EDI Disclosure Documents.

Conclusion

In addition to the above stated planned enhancements to SATE, Qwest has established a working
sub-team of CMP members to further analyze and define test environment needs to ensure Qwest
continues to meet the CLEC's testing objectives. The introduction of the test environment
requirement sessions was done at the 10-18»01 CMP meeting and the first meeting was held on
11-06-01. Qwest has included in this meeting minutes of this first meeting. The purpose of the
sessions is to collaboratively define any additional needs tor the test environment. System
enhancements resulting from the CLEC requirements sessions will be submitted as Change
Requests to the CMP process and prioritized for implementation. The Change Requests can also
include upgrades to the test scenarios that will allow the CLECs to more extensively test either
their EDI interface, or their business process and LSR construction.

94 \. u M \.'*.rMH!Consulting
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Qwest Supplemental Response (12/04/0I):

Qwest stated the following in the 11/20/01 formal response:
"Qwest will however update its EDI Implementation process and the EDI
Implementation guide by 12/03/01 to allow CLEC5 in regression testing to negotiate
post-order transaction testing processes. "

Qwest completed the EDI Implementation process and guideline updates on 11/30/01. The EDI
Implementation Guideline document is posted on Qwest's Wholesale web site at:
http://www.uswesLcomfwhelesale/ima/edi/document.h_tmI

The associated industry notification was issued on 12/3/01 with the subject line, "EDI
Implementation Guidelines for Interconnect Mediated Access (MA) and Facility Based
Directory Listings (FBDL) Updated."

Qwest Supplemental Response (12/21/01).°

The numbers below correspond to the number used in the 11/20/01 response:

2. Qwest will implement the addition offlowznru capability to SATE in two phases. Theist
phase is scheduled ro be available on February 20, 2001. This phase will include POTS and
UNE-P POTS flowthru for Western region LSRs. The second phase will include implementation
fall other flowthru eligible products and POTS and UNE-P POTS in the central and eastern

regions. This phase is scheduled ro be completed prior to May 20, 2002. Qwest will issue a
Release Notice announcing the deployment of each release.

3. Qwest does not limit the number of response transactions a CLEC may receive while t e s t i n g
in SATE.

The current MA EDI Implementation Guide reflects the following information regarding the
amount of transaction responses:

In the Project Plan Development/Negotiation section (page ll):

Qwest will negotiate the number of, and manner in which, manual post-order transactions
will be returned to the CLEC. The current approach for returning these responses,
previously agreed to via a CLEC vote in CMP, will be used as a starting point for all such
negotiations.

In the SATE Transaction Responses section (page 25):

Post-Order responses are manually generated in SATE and may include Rejects, FOCs,
Jeopardies, and Completions. Responses will be generated on posted SATE operation
business days as follows:
• FOCS - each day for the first ten Order transactions received the prior business day.
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• Progression responses other than FOCs »  as negotiated in the Scenario Summary

In Appendix A:

These statements do not mean that responses are limited, only negotiated. As responses in the
present environment are manual, Qwest has implemented processes to allow Qwest to ensure
that proper staffing levels are available for all CLEC testing. Nothing in the above statements
are intended to indicate that the volume is limited.

Additionally, when post-order responses are automated with the release of SATE 9.0, CLECs
will be able to receive automated responses for their LSRs. The MA EDI Implementation
Guide will be updated accordingly. The updated MA EDI Implementation Guide for 9.0 will
be published on January 21, 2001 with an associated Release Notification.

4. All known differences between the production and MA versions of SATE are included in
the Overview section of the MA EDI SATE Data Document. As part of the creation of the
initial SATE requirements, any case where SATE had to differ from production due to a
functional requirement for SATE was noted to be included in the data document.

On an ongoing basis, every candidate that is placed into MA is placed into SATE. If the
implementation in SATE causes the system behavior to differ from production, this will be
added to the Overview section of the MA EDI SATE Data Document.
The SATE PID (PO-19) will help ensure that Qwest has a complete and accurate data
document in the future. The PID will test on a monthly basis that the data in the data
document reflects the data in the system. This will help CLECs to feel confident that a
successful test in SATE will mean a successful move to production.

Based upon the confidential information provided, Qwest observed a common theme in three
of the four attached issues. Issue 1, 3, and 4 were all cases of manually generated responses
not system generated responses. Thus, these are not problems with the system being out of
synch with production. The implementation of automated post-order responses in SATE will
resolve this issue. Qwest is modeling the content of the responses after actual similar post-
order responses from production. This will ensure that the responses provided to CLECs in
SATE reflect those used in production.

Issue 2 : In Qwest's CLEC CMP SATE User's Group, a CR has been created to change all
SATE NPA-NXX values ro utilize those that are valid in LERG.

agua'A Consulting
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As part of the ilowthru upgrade to SATE, Qwest must change all NPA-NXX and other
central office values to match those valid in production. The flowthru system relies on valid
production data. As a result, this request will be fulfilled in two phases to correspond to the
SATE flowthru upgrades.

KPMG Consulting's First Response (01/08/02):

KPMG Consulting has addressed each of the points outlined in Qwest's November 20 and
December 21, 2001 responses. Below, KPMG Consulting has recappedeach of the major SATE
issues, along with a response.

SATE does not generate post-order responses in the same manner in which they are created
in the production environment.

In its response dated November 20, 2001,Qwest states that, "Qwest will provide automated
post-order responses in SATE by January 28, 2002. With the launch of automatedpost-order
transactions in SATE, new test scenarios will provide the CLEC with the ability to experience
the behavior ofIliA consistent with production timing of post-order transactions. It will also
ensure that CLECs receive automated responses consistent with those received in
production, negating any risk from manual handling. "

Based on Qwest's response and proposed SATE enhancements, KPMG Consulting
understands that Qwest plans to address the issue of post-order automation within SATE.
Qwest has announced the introduction of the Virtual Interconnect Center Knowledge Initiator
(VICKI) that will become effective in January 2002. In its White Paper released on January
3, 2002, Qwest has reiterated the business need driving this change: "Production»like Flow
Through systems are needed for a CLEC to test whether a given LSR would Flow Through if
sent to production.5" However, until such proposed enhancements are implemented, the
current test environment does not provide a CLEC with an accurate representation of the
production environment, due to its current manual handling of responses. Therefore, KPMG
Consulting recommends that this issue remain open until the proposed enhancements are
fully implemented in SATE.

Flow through orders are not supported in SATE.

In its response dated November 20, 2001, Qwest states, "Qwest will enhance the SATE
en vironrrzent to add a test flow through system and test Service Order Processors (SOPs).
Qwest will implement the testjlow through eapabilityfor Western region POTS jlow LSRs
during the first quarter of2002. Qwest will implement the remainder of test flow through
capabilities by May 20, 2002. Oncejlow through is implemented in SATE, CLECs will have
the option to choose when they want their SATE transaction to be sent to the test flow
through systems, or receive a speck test scenario response. If the CLEC chooses to have
their transaction sent through the test flow through systems, only jlow through eligible LSR5

5 A White Paper on Flow Through in The Stand Alone Test Environment (SATE), January 3, 2001 , VLOG, p. 3.
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will successfully low. LSRs, which are not eligible forjlow through, will be sent to the
queue for manual handling. The option to send oNe leg! LSR ro fnejlow rNrougn systems will
allow the CLEC to experience an immediate response once reflow trough order is
successfully processed and a manual response wz0w through is not successful, "

Qwest further clarified the anticipated SATE flow through enhancements in its December 21,
2001 response by stating, "Qwest will implement the addition ofjlowthra capability to SATE
in two phases. The first phase is scheduled to be available on February 20, 2001. This
phase will include POTS and UNE-P POTSjlowthrafor Western region LSRs. The second
phase will include implementation fall ozherflowthrn eligible products and POTS and
UNE-P POTS in the central and eastern regions. This phase is scheduled to be completed
prior to May 20, 2002. Qwest will issue a Release Notice announcing the deployment of
each release. "

Based on its responses and proposed SATE enhancements, KPMG Consulting acknowledges
Qwest's plans to address the issue of flow through capabilities within SATE. However, until
such proposed enhancements are implemented, the current test environment does not provide
a CLEC with an accurate representation of the production environment's flow through
capabilities. Therefore, KPMG Consulting recommends that this issue remain open until the
proposed enhancements are fully implemented in SATE, and confirmed and reviewed by
KPMG Consulting in cooperation with end users.

3. The volume of order responses supported in SATE is restricted due to manual response
handling,

In its response dated November 20, 2001, Qwest states, "Qwest does not currently limit the
number of post order transactions sent to those CLEC5 working to implement an EDI
interface with Qwest or migrating to a new release ofIliA. Qwest only limits the number of
post order transactions within a certain window for those CLECs in regression testing. "

In its response dated December 21, 2901, Qwest quotes the latest version of the EDI
Implementation Guide, stating:

"Post-Order responses are manually generated in SATE and may include Rejects, FOCi,
Jeopardies, and Completions. Responses will be generated on posted SATE operation
business days as follows:
• FOCs - each day for tlzefirst ten Order transactions received the prior business day.
• Progression responses other than FOCi - as negotiated in the Scenario Summary. "6

For SATE regression testing, the EDI Implementation Guide states:

6 EDI Implementation Guidelines-for Interconnect Mediated Access (MA) and Facility Based Directory Listings
(FBDL), Version 8.0, Released November 30, 2001, Section 2, Implementation Activities~Progression Testing,
p.25.
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"Qwest provides FOCi each business day fOr thejirst ten product Orders received the prior business
day. INC Rejects, Jeopardies, Non-Fatals. Status Updates, and Completions are provided within 5
business days of requesrfor a response, JJ

Finally, Appendix A of the EDI Implementation Guide states the following regarding EDI
responses :

The section of Appendix A that Qwest provided in its December 21, 2001 response describes
a limitation in the number of transactions submitted to SATE, not the number of post order
responses received from the test environment.

For both progression and regression testing in SATE, it appears that Qwest currently places a
limit on the number of FOCi generated, due to the manual handling of those responses. The
other post order responses are negotiated, also due to the manual handling of those responses.
This capacity limitation in SATE is not indicative of the production environment, and,
therefore, is considered to be a deficiency in the test environment. Although Qwest intends
to automate post order responses, as noted in Point 1 of Qwest's November 20, 2001
response, CLECs are currently constrained by the number of post order responses that they
can receive in SATE. Therefore, KPMG Consulting recommends that this issue remain open
until Qwest can directly address the post order capacity restraint in SATE.

4. The data contained within the order responses is not consistent, and may not mirror the data
that would be found in production responses.

In its response dated December, 2001, Qwest states, "All known dQjferences between the
production and MA versions osSA TE are included in the Overview section of the MA EDI

7 EDI Implementation Guidelines~for Interconnect Mediated Access (MA) and Facility Based Directory Listings
(PBDL), Version 8.0, Released November 30, 2001, Section 2, Implementation Activities-Regression Testing, p.41.
x EDI Implementation Guidelines~for Interconnect Mediated Access (MA) and Facility Based Directory Listings
(FBDL), Version 8.0, Released November 30, 2001, Appendix A, p.72.
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SATEData Document. As part of the creation of the initial SATE requirements, any case
where SA TE had to dijjterfrom production due to a functional requirement for SATE was
noted to be included in the data document. On an ongoing basis, every candidate that is
placed info MA is placed into SATE. If the implementation in SATE causes the system
behavior to dijferfrom production, this iii be added to the Overview section of the MA EDI
SATE Data Document. "

KPMG Consulting's expectation is that test environment transaction responses should mirror
those from the related production environment, Accordingly, CLECs can gain a reasonable
level of assurance that they will receive the same results for the transactions they are testing,
once they migrate into production. This should facilitate a smooth transition into production
for CLECs, and minimize problems for both the CLEC and Qwest. Although the known
differences between the behavior of SATE and the production environment are documented
in the SATE Data Document, this does not negate the fact that SATE does not completely
mirror the production environment.

Additionally, in its response dated December 21, 2001, Qwest stated, "The SATE PID (PO-
19) will help ensure that Qwest has a complete and accurate data document in the future.
The PID will test on a monthly basis that the data in the data document reflects the data in
the system. This will help CLECs to feel con]9dent that a successful test in SATE will mean a
successful move to production. "

Although the proposed SATE PID, when implemented, will test the data in the data
document by running transactions in SATE, it does not contain provisions to run the test deck
in the production environment, Therefore, it provides no assurance that the same results will
be achieved in the production environment.

KPMG Consulting found specific examples, during its review of CLEC testing experiences,
for which the EDI response in SATE differs from the EDI response that would be found in
production. The differences relate to EDI segments and data that are normally found in
production transactions, but did not appear in the equivalent SATE transactions. As per the
Focus Observation & Exception Call held on Thursday, December 6, 2001, KPMG
Consulting agreed to provide Qwest with specific examples for which SATE results did not
match the results obtained in the production environment. KPMG Consulting provided these
in a separate, confidential document.

After its review of the confidential data, Qwest stated in its response dated December 21 ,
2001, "Issue 1, 3, and 4 were all cases of manually generated responses not system
generated responses. Thus, these are not problems with the system being out of syncn with
production. The implementation of automated post-order responses in SATE will resolve this
issue.as

Qwest addresses the last item by stating, "As part of rheflowthru upgrade to SATE, Qwest
must change all NPA-NXX and other central o]j9ce values to match those valid in production.
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The flowrhru system relies on valid production data, As a result, this request will be fumlled
in two phases to correspond to the SA TEj1owthrz4 upgrades. "

Based on Qwest's review of the confidential data and its response, KPMG Consulting
believes that Qwest will address these issues with the SATE planned enhancements.
However, until such proposed enhancements are implemented, the current test environment
does not provide a CLEC with an accurate representation of the production environment.
Therefore, KPMG Consulting recommends that this issue remain open until the proposed
enhancements are fully implemented in SATE.

KPMG Consulting's expectation is that test environment transaction responses should mirror
those from the related production environment, Accordingly, CLECs can gain a reasonable
level of assurance that they will receive the same results for the transactions that they are
testing, once they migrate into production. This should facilitate a smooth transition into
production for CLECs, and minimize problems for both the CLEC and Qwest. Until Qwest
can provide assurance that SATE produces results that are consistent with those that would
be expected in the production environment, KPMG Consulting recommends that this issue
remain open.

KPMG Consulting recommends that Exception 3077 remain open until Qwest can address
the stated SATE deficiencies, or implement the proposed enhancements.

Qwest Supplemental Response (01/'23/02):

Qwest committed to the following action item in the 12/21/01 response:
"When post-order responses are automated with the release osSA TE 9.0, CLECs will be
able to receive automated responses for their LSRs. The MA EDI Implementation Guide
will be updated recordingly. The updated MA EDI Implementation Guide for 9.0 will be
published on January 21, 2001 with an associated Release Notification. "

Qwest completed the updates to the MA EDI Implementation Guide on 1/22/02 (pp. 30-34).
The updated document can be accessed on Qwest's Wholesale web site at:
http://v\{w_w.qvyestcomjwholesale/img/edi/documenghtml. The associated industry notification
was issued on 1/22/02 with the subject line, "9.0 Release Implementation Guide, FAQ, MA EDI
Corrective Procedures and Error Codes Document and the FBDL EDI Corrective Procedures and
Confirmation/Error Codes."

KPMG Consulting's Second Response (01/24/02)'

KPMG Consulting reviewed the updated EDI Implementation Guide, dated January 21, 2002,
about which Qwest notified CLECs on January 22, 2002. KPMG Consulting noted the
additional and revised information relating to the upcoming implementation of the Virtual
Interconnect Center Knowledge initiator (VICKI) in SATE Version 9.0.

j;.`_,'l5'H!-1Consulting
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al .

As stated in previous responses to this Exception, Qwest has asserted that it will be making
several enhancements to SATE over the coming months. Although these enhancements are
expected to collectively address the identified test environment issues, Qwest does not anticipate
completing the proposed changes until May 20, 2002. Therefore, KPMG Consulting will
respond to each enhancement once it has been fully implemented, and the CLEC community has
been notified per the release management schedule.

KPMG Consulting recommends that Exception 3077 remain open until Qwest can address
the stated SATE deficiencies, or implement the proposed enhancements.

Attachments: None
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IROC Observation & Exception Formal Response

Test Vendor ID: EXP 3095

Qwest Internal Tracking ID; TI 765

Observation/Exeeption Title: Testing Capabilities not Offered for all Products

Test Type/Domain : Test 24 - CLEC Support Processes

Date Qwest Received: 12/12/2001

Initial Response Date: IZH9/'ZOOI

Supplemental Response Dale: 01 I30/2002

Test Incident Summary:

An exception has been identified as a result of the Qwest documentation review, and information gathered
during interviews, for the OSS Interface Development Review, Test 24.6.

Exception :

Qwest's Interconnect Mediated Access (MA) Electronic Data Interchange (EDI) Stand Alone Test
Environment (SATE) does not offer CLECs testing capabilities for all Qwest products offered in
production.

Background:

Qwest employs a phased approach for CLECs that wish to develop an IMA/EDI application-to-application
z'ntetj'ace with Qwest's OSS systems. The steps of the current process are listed below."

2.
3.

5,

6.

7.

Initial Communications (includes Kick Off conference call)
Project Plan (proposed/negotiated)
Requirements Review (by the CLEC)
Firewall Rules and IA-to-IA Testing
Testing - Interoperability and/or SATE environment
Controlled Production
Production ( "Turn-Up ")

Qwest developed SATE in May 2001 to serve as an alternate testing environment to its Interoperability
environment. By creating SATE, Qwest now offers CLECs the option of using either the Interoperability
environment or SATE for testing their MA EDI interfaces. The latest version, SATE 8.01 , was
implemented as of October 22, 2001.

Issue:

KPMG Consulting has observed, through interviews and documentation reviews, that the MA EDI SATE
does not offer testing capabilities to CLECs, prior to connecting to Qwest's production systems, for all
Qwest resale products. The following MA EDI SATE limitations have been identified:

| EDI Implementation Guidelines - for Interconnect Mediated Access (MA) and Facility Based Directory
Listings (FBDL), Version 6.0, Released October ll, 2001, Section 2, Implementation Activities, p.6.
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ROC Observation 8: Exception Formal Response

SATE does not allow for testing of all of the products that are supported in the MA production
environment. Currently, SATE only supports the following transactions:

Pre-Order

•

9

•

Address Validation (Numbered Addresses only)
Appointment Scheduling
Cancel TN/Appointment
Connecting Facility Assignment
Facility Availability (Unbundled ADSL, Convert POTS to Unbundled Loop, POTS Facility
Availability)
Meet Point Query
Raw Loop Data Query
Retrieve CSRs
Service Availability
TN Reservation Query (with TNSR following)

Order

•

•

•

•

•

•

•

Centrex Plus
Directory Listing Only
Local Number Portability
Loop with Number Portability (LNP only)
POTS Resale
Shared Loop
Unbundled Loop
UNE-P Centrex
UNE-P POTS

Post()rder

•

•

•

FOC
Completion
Reject
Jeopardy
Status Updates

The transactions above represent only a subset of the total transactions that are supported in the MA
EDI environment. Certain products that CLECs may offer lo their customers may not be supported in
the test environment. Therefore, SATE does not accurately and comprehensively support all of the
transactions that are available in Qwest's production environment. This, potentially, prohibits CLECs
from testing all of their products before migrating to the production environment.

ll" a CLEC desires to Lest a product that is not currently supported in SATE, the additional product(s)
must be requested via a Change Request (CR), through the Change Management Process (CMP). The
CR is then prioritized, in accordance with the CMP. As an example, Qwest announced at a SATE
Enhancement User Group meeting on November 27, 2001, that it would submit two CRs for adding
Line Splitting and Loop Splitting. Once these CRs are submitted, they will need to be discussed and
prioritized Within the parameters of the CMP. Given the current schedule for CMP, the requesting
CLEC(s) may have to wait several months for a new release before the requested products are included

2 EDI Implementation Guidelines - for Interconnect Mediated Access (MA) and Facility Based Directory
Listings (FBDL), Version 7.0, Released November 9, 2001, Section 2, Implementation Activities -
Progression Testing Phase, p.23.
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ROC Observation & Exception Formal Response

in SATE's functionality, Therefore, the CLEC(s) cannot test all of its products for the current MA
release.

Impact:

A limited testing environment could prevent a CLEC front adequately preparing for its Lransition to a
production environment. By not providing for testing of all of Qwesfs available products in SATE,
CLECs will not be able to sufficiently test all of the products that they can sell to their customers. This
limitation, therefore, could negatively impact a CLEC's ability to offer products to its customers in the
production environment. For products for which a testing capability is not offered, CLECs must venture
blindly into the production environment, potentially jeopardizing their ability to offer those products to
their customers, if the migration is unsuccessful,

Qwest Formal Response:

When Qwest initially deployed SATE, any product that a CLEC had implemented into production or was in
the process of testing was included in SATES. This ensured that when SATE was placed into production, it
would support those products that the CLECs needed to be able lo use SATE lo migrate to the next release.
Additionally, on June 29, 2001, prior Te SATE deployment, Qwest conducted a CLEC meeting where the
list of proposed SATE products was discussed. The CLEfs" expressed no concerns regarding the proposed
product list. Qwest continues to support all products for which any CLEC has created a production EDI
interface.

The current process for the addition of new products to SATE is for a CLEC lo issue a CR through the
change management process. The CR can then he processed by the CLEC community, this process ensures
that Qwest is using its resources in Lhe manner that is beneficial to the most CLECs.

Qwest has conducted five SATE Users' Group meetings. During these meetings, CLECs have an
opportunity to suggest improvements to SATE. To date, no CLEC has requested the addition of products
to SATE. However, Qwest continues to monitor the products that CLECs express interest in and has
proactively added products or created CMP CRs to add products to SATE. Unbundled Distribution Loop
and Unbundled Distribution Loop with Number Portability have recently been added to SATE, as Qwest
anticipated future EDI implementations of these products. Additionally, Qwest is creating a CR for FBDL
to be added to SATE, as this will be implemented as an MA product in 9.0.

In the next SATE Users' Group Meeting on January 8, 200 I, Qwest will ask CLECs to voice any concerns
regarding the prioritization of new product implementations.

Furthermore, as part of the CMP Redesign process, Qwest and the CLECs are currently discussing a Bona
Fide Request process to allow a CLEC lo pay for CRs to be implemented when a CR does not get
prioritized high enough to get worked based upon the available Qwest resources. If agreed upon, this
process would allow a CLEC to add a product to SATE even if it is not a priority for the CLEC community.

KPMG Comments (01/07/2002):

KPMG Consulting acknowledges that Qwest worked with the CLEC community when initially developing
SATE, and through user group meetings for continually enhancing SATE. Although SATE currently
supports all products that CLECs are currently running in production, it does not support all products that a
CLEC could run in production. A CLEC that decides to add a new product to the suite of products that it
offers to its customers, but for which that product is not currently supported in SATE, must submit a CR
through CMP in order to be certified to provide that service/product in production. Several major releases

3 The pseudo~CLEC was excluded when Luis analysis was performed.
4 AT8zT, WorldCom, Fairport, Sprint, and Allegiance
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ROC Observation & Exception Formal Response

of SATE may be required before the new product is then added to the test environment. This does not
allow a CLEC sufficient flexibility to offer new products in a tirneiy manner; nor does it appear to offer a
test environment that adequately mirrors production environment capabilities.

Qwest stated in its response dated December 19, 2001, the following:

"Qwest has canductedjive SATE Users' Group meetings. During these meetings, CLECs have an
opportunity .EQ suggest improvements to SA TE. To date, no CLEC has requested the addition ofproducrs to
SA TE. JJ

However, Ar the November 13, 200] SATE User's Group Meeting, a participant requested that Line
Splitting and Loop Splitting products and all associated activities be added to those supported by SATE.5
Qwest then drafted a CR, on behalf of the participant, to present to the CMP forurn.6 The requesting
participant may have to wait for several versions of SATE to be released before being able to test
transactions associated with these products, thereby potentially placing the CLEC at a competitive
disadvantage with its customers. Sudden, unexpected demand to test new products in SATE has occurred,
and could occur at any point in the future, yet SATE does not support all of the products offered in
production.

Qwest also stated the following in its response dated December 19, 2001 :

"Furz'hermore, as part of the CMP Redesign process, Qwest and the CLECs are currently discussing a
Bona Fido Request process to allow a CLEC to pay for CRs to be implemented when a CR does not get
prioritized high enough m get worked based upon the available Qwest resources. If agreecl upon, this
process would allow o CLEC ro add a product Io SATE even Ir is not a priority for the CLEC
community. 9;

The Bone Fide Request process appears to present CLECs with an option to bypass the inherent constraints
of the CMP process . specifically, the need for CR prioritization that will lead to implementation,
However, this process will not be fully developed until the CMP redesign is completed. Additionally,
although implementation of the Bone Fide Request process may allow CLECs to pay to implement a CR,
regardless of its CMP-assigned priority level, it does not alter the fact that SATE does not currently support
all of the products offered in production. KPMG Consulting believes that the functionality a fully
functioning test environment should mirror that of the production environment.

KPMG Consulting recommends that Exception 3095 remain open until SATE supports the products that
are offered in Qwest's production environment.

Qwest Response to KPMG Comments (01/30/2002):

Qwest supports the CMP processes through which the CLECs must prioritize all new functionality,
including SATE changes. The addition of a new product, either at the initiation of Qwest or a CLEC,
constitutes an addition in functionality to SATE. Based upon feedback during the SATE CMP Users'
Group meetings and the last CMP meeting, it appears that the CLECs want to prioritize all SATE
functionality, including the addition of new products. During the January 1» 7(h CMP meeting, Qwest took
an action item lo further discuss the implementation of SATE prioritization at the February CMP Redesign
sessions. Based upon discussions to date, Qwest and the CLEC community appear to be in agreement on
this issue.

5 SATE Users' Group Meeting Minutes, Dated November 13, 2001, "Interoperability and SATE" section,
_1,

QSATE Users' Group Meeting Minutes, Dated November 27, 2()0}, "Proposed CMP CRs" section, p.1,
and SATE Users' Group Meeting Minutes, Dated December 4, 2001, "Proposed CMP CRs" section, p.l .
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Even without the availability of a product in SATE, a CLEC has the ability to implement the product in
EDI using the Interoperability environment. Therefore, CLEC(s) M test all of the products for the current
MA release. Additionally, Qwest has not seen or been informed by CLECs of "sudden, unexpected

demand to lest new products" in SATE as stated in KPMG's First Response. While CMP CRs exist for
two products to be added to SATE, no CLEC has requested an implementation of either of the products in
EDI, With the availability to test within the Interoperability Test Environment and the fact that CLECs are
not requesting these products he added to SATE, the impact identified in the initial release of this
exceptions as noted below is an inaccurate statement.

Attaehment(s): None

7 KPMG original Impact statement: "For products for which a testing capability is not ojjfered, CLECs
must venture blindly into the production environment, potentially jeopardizing their ability to offer those
products to their customers, if the migration is unsuccessful. "
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Qwest agrees that, within 45 days of closing a workshop, it will update its
technical publications, product catalog (also known as the IRRG), and product
documentation for CLECs to reflect the agreements made in the workshop and to
make Qwes"t's documentation consistent with its SGAT. Qwest will then submit
the updated technical publications, product catalog, and product documentation
to the Change Management Process (CICMP). When Qwest submits the
documents to CICMP, Qwest will file a notice in this proceeding indicating that
the documents have been updated and how to obtain copies.A Qwest
acknowledges that any commission ordegiecommeriding tha.t'Qwest meet e
checklist item will be conditioned on QweSfs compliance with this commitment
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Qwest agrees that, within 45 days of closing a workshop, it'wilI update its
technical publications, product catalog (also known as the IRRG), and product
documentation for CLECS to reflect the 'agreements made in the workshop and to
make Qwesfs documentation consistent with its SGAT. Qwest will then submit
the updated technical publications; product Catalog, and product documentation
to the Change Management Process (CICMP). When Qwest submits the .
documents to CICMP, Qwest will tile anottce in this proceedira~ ~. indicating that
the documents have been updated and how to obtain copies. Qwest will take
affirmative action fotlowinq the close of a workshop to communicate to
appropriate oersortrIei and to imoierrlent .the eqreements made in such wodtshoo.
Qwest acknowledges that any commission order or report recommending that
Qwest meet a checklist item will be conditioned on Qwesfs compliance with this
commitment.
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